EFFECTIVE TEAMWORK AND COMMUNICATION

HOW MODELS OF COMMUNICATION AND COMMUNICATION SKILLS, ACCUMULATED AS KNOWLEDGE IN THE CLASSES REFLECT TO MY PERCEPTIONS AND UNDERSTANDING?
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1. [bookmark: _Toc80306832]INTRODUCTION

        Communication is power (Kapur, 2020). But we should become aware on the great potential to progress that communication skills can bring us (Gogoi, 2019). How? By already eliminating all our brakes inherited from our past as if we were changing software. We should update ourselves to be maximally competitive in the modern „information society” (Iksan and co, 2012). 
Then by acquiring the behaviors and skills essential to progress towards our success. Being at ease in front of a group, being able to set new, more ambitious goals, trusting each other, increasing your relationship potential, remaining calm in all circumstances (Palos and Petrovici, 2014). In short, it is an experience that remains remarkable even a few years later (Dixon, 2013).
2. [bookmark: _Toc80306833]MODELS OF COMMUNICATION

[bookmark: _Toc80306834]2.1.	SHANNON AND WEAVER (1948)

[bookmark: _GoBack]      That kind emphasizes the way information is conveyed between participants. The sender is primarily the author of the message. In second place is the one who receives this information. The information sent is exactly the message encoded by the sender and decoded by the recipient.
In the case study of Maria and Pedro the model of Shannon and Weaver can’t be fully realized. The message is successfully encoded by Maria, but not successfully decoded by Pedro and that is why a misunderstanding appear. That is why both sender and receiver must enjoy the same message coding skills in aim to have a successful information exchange.

[bookmark: _Toc80306835]2.2.	SCHRAMM (1954)

          The model of Schramm relies on the circular representation of the information exchange process. The message of the encoder is delivered to the decoder, but after it is just to the decoder to understand and interpret it and the encoder can’t influence there. After the decoder becomes encoder and sends their message as an answer and feedback and once the answer is received, the circle is closed (Schramm, 1954). 
In the case of Pedro and Maria – the two protagonists of the case study – Maria encodes the message successfully, but Pedro can’t understand the message, probably due mostly to poor language knowledge, the noisy ambiance around him and his overall state while working as a builder (maybe tired as well). But there is also another error – Maria assumes that Pedro has understand her message, but does not ask for feedback, e.g. giving some explanations, maybe suggesting that Pedro should call her at the end of the workday, etc. These elements would have saved the situation, but they do not take place.
[bookmark: _Toc80306836]2.3.	BERLO (1960)

        The model of communication of Berlo considers full range of factors that could influence over the communication process. Berlo outlines the source – encoder connection that gives birth to the message itself. In aim to encode their message, the encoder relies on their own knowledge, experience, skills and assumptions. After comes the message transmission that is based on the channel of communication used and can be influenced by multiple factors specific to the channel such as noise, time, ambiance, etc. And finally, the message comes to the receiver who decodes it based on their own knowledge, experience, skills, abilities and assumptions that may differ from the sender’s ones (Berlo, 1960).
That is what happens in the case study for Pedro and Maria as well. It seems that at first, they have different communicational and language competencies that makes a gap between them in terms of information exchange in favour of Maria. Apart from it, the channel of communication – the phone call – seems quite perturbed as well, as the connection is poor. Pedro is on the building site where it is noisy, etc. Gap in communication skills and abilities plus a broken channel leads to misunderstanding.
3. [bookmark: _Toc80306837]COMMUNICATION SKILLS

3.1. [bookmark: _Toc80306838]VERBAL SKILLS OF COMMUNICATION

Articulated language is a form of oral communication. Verbal communication is undoubtedly also a form of language, but it cannot be reduced to nor assimilated into language (Khemesh, 2019). 
Tone and other aspects of non-verbal communication add an extra layer of information. Rhetoric is first of all the art of eloquence. It concerns at first verbal communication (Gogoi, 2019).

3.2. [bookmark: _Toc80306839]NON-VERBAL SKILLS OF COMMUNICATION

         Not-talking kind affects those elements of exchange that are not directly related to speech (Kapur, 2020). The discipline is studied in psychology, on the premise that our bodies sometimes send messages louder than our words (Palos and Petrovici, 2019). The attitude of an interlocutor who is lying can thus be in total contradiction with his words.
Most often, the non-verbal communication is considered to be the written one. But apart from the written communication, here should be included the body language, the posture, the tone and the facial expressions that appear through verbal communication, although they are non-verbal signs (Palos and Petrovici, 2019).

3.3. [bookmark: _Toc80306840]ACTIVE LISTENING

        Overall, we remember less than what we are told. Hence the importance of knowing how to communicate and listen effectively. Communicating is above all knowing how to listen. Listen and hear (Julian and Malana, 2019). For relations with people to be serene, constructive and productive, it is not be enough to just listen, but to understand what is been told.
Active listening consists of listening to the other attentively and in a non-directive way, establishing trust, respect and empathy with the interlocutor so that the latter can express themselves in complete freedom, without fear of hasty judgment and without pressure (Julian and Malana, 2019).

3.4. [bookmark: _Toc80306841]EMPATHIC LISTENING

Empathic listening is the greatest gift anyone can give to anyone, whether it's personal or business. We all have negative feelings or emotions when we go through situations that are not in our values or principles (Julian and Malana, 2019).
Empathic listening consists of not only listening the interlocutor, but also trying to understand the reasons for their feelings and finding the best way to respond to these reasons, to finding the needs and the root causes for the conversation, as well as the solutions to turn it into a productive one and in an impulse to action (Julian and Malana, 2019).

4. [bookmark: _Toc80306842]CASE STUDIES REFER TO MY KNOWLEDGE

          The case studies discussed during the course present different examples of poor communication. Indeed, the example of Pedro and Maria reveals that the biggest communication barriers may be the language (they seem both to be not native speakers of the language they use), the phone conversation in a noisy ambiance (at the work place of the construction worker Pedro) and eventually the overall state of Pedro (being a builder, it can be supposed that he was quite tired of the hard work) and Maria (probably less tired than Pedro, sitting in the room at home).  
5. [bookmark: _Toc80306843] POOR COMMUNICATION - EXAMPLES

When I was once working for a car sales company, I had multiple experiences of poor communication at workplace. Most of them were related to broken communication channels and misinterpretation. We had a big network of distributors and often miscommunication led to errors in wrong pricing of the cars and even in loss of customers due to miscommunication.
Our dealers usually communicated to us through the phone and often happened to ask about prices of some products. As they usually did it through their cell phones in the car dealer’s shops, it was often noisy all around them. So, some errors in pricing of the cars happened and we had to rectify it from the headquarters immediately before the sale of the car. 
As a result, some customers just refused to buy the cars in question, as they were frustrated that the car dealer has once informed them on a price and later, at the shop, they saw the price is a bit higher. Even the explanations and excuses of the dealers could not make them buy the car. Also and our apologies from headquarters. That is how we lost some customers and it resulted in £20,000 potential losses from the deals not concluded.

6. [bookmark: _Toc80306844]SUGGESTIONS FOR IMPROVEMENTS BY USING THEORY 
       As a headquarters employee within the car sales company, my suggestions are only based on my own experience in communicating with the dealers. However, in aim to improve the communication between our dealers and the headquarters my utmost suggestions are to rely mostly on written communication as a more secure way when dealing with money. So, we should send mails and complete brochures with the prices for all the cars to our dealers to avoid future misunderstandings. Written communication is always preferable when dealing with numbers (Dixon, 2013), as for many people is challenging to note numbers during a call and the risk of errors there is considerable high (Gogoi, 2019). 
Apart from it, I suggest that every change in prices and policies should also be noted and carefully sent through the e-mail. Also, the mails are always a good proof for something discussed (Gogoi, 2019). This is important as often receivers just tick that the message was received, but may not read it, pressed by the time or just postponing it. Meanwhile, important changes can happen as well.
Finally, regular live or online meetings between the headquarters representatives and the dealers should be mandatory at least once a month, as only written communication may also frustrate the dealers. So, there should be always to be kept a good balance between the verbal and the written contacts as well.

7. [bookmark: _Toc80306845]CONCLUSION


       The functioning of any organization or company is characterized, among other things, by the existence of relations between its different actors. The level and quality of interactions between these actors depend on what the organization offers its staff and the value of its formal and informal organisation (Khemesh, 2019). 
All of the individual and collective interactions and behaviour result in the existence of hierarchical relations. The power of each other lies, among other things, in their mastery of information flows and the use of communication effective and organizational rules (Julian and Malana, 2019). So, it is up to the good communication that can ensure the smooth running of the information flows within the companies (Adu-Oppong, 2014). 
The good communication is essential for the business, but also at personal level. That is why investing in developing our communication skills is never a lost investment: it always pays back in business partners, friendships and people eager to follow the good communicator.




[bookmark: _Toc80306846]8. REFERENCES 
1. Adu-Oppong, A. (2014) ‘Communication in the workplace: guidelines for improving effectiveness’. Global Journal of Commerce & Management Perspectives, pp. 208-213. Available at: https://www.longdom.org/articles/communication-in-the-workplace-guidelines-for-improving-effectiveness.pdf  (Accessed: 10 August 2021).
2. Berlo, D. (1960) ’The process of communication: An introduction to theory and practice’. New York: Holt, Rinehart and Winston, [Online]. Available at: https://www.worldcat.org/title/process-of-communication-an-introduction-to-theory-and-practice/oclc/23199  (Accessed: 3 August 2021).
3. Dixon, J. (2013) Effective Strategies for Communication? Student Views of a Communication Skills Course Eleven Years On, [Online]. Available at:  https://www.researchgate.net/publication/235607244_Effective_Strategies_for_Communication_Student_Views_of_a_Communication_Skills_Course_Eleven_Years_On (Accessed: 4 August 2021).
4. Gogoi, B. (2019) Developing Good Communication Skills, UK.
5. Iksan, Z. et al. (2012) Communication Skills among University Students, [Online]. Available at: https://www.semanticscholar.org/paper/Communication-Skills-among-University-Students-Iksan-Zakaria/1dac6e7dd9f42ed0bd75cf183e1c515c4c627816 (Accessed: 9 August 2021).
6. Julian, C., Malana, M. (2019) ‘Communications Skills’, Project: First Language Interference in Learning the English Language.
7. Kapur, R. (2020) ‘Communication Skills for Workplace Success’, University of Delhi.
8. Khemesh, S. (2019) ‘Effective Communication techniques’, Anadolu University. 
9. Palos, R., Petrovici, M. (2014) Perceived importance of communication skills and their predictive value for academic performance, [Online]. Available at: https://www.researchgate.net/publication/286062837_Perceived_importance_of_communication_skills_and_their_predictive_value_for_academic_performance (Accessed: 27 July 2021).
10. Schramm, W. (1954) The process and effects of mass communication, Online]. Available at: https://www.worldcat.org/title/process-and-effects-of-mass-communication/oclc/306895 (Accessed: 20 July 2021).

6

image1.png




