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Effective Team Working and Communication (BMSW4002 LON)
	Communication is the method of passing information from one person to another through a medium. The person who initiates the message is named sender and the person receiving the message is named receiver. In this day and age we have a wide variety of mediums of communication. Face to face is the most natural way of communication, but with recent events we have seen an increase of alternative ways such as social media chats, Zoom calls, video calls to name a few. While these methods of communications are great and have enabled a large part of the population to keep working and keep in touch with loved ones they mostly focus on the verbal aspect of the communication at the expense of the nonverbal aspect of communication. There are several models that have certainly been challenged in the last few months. I outlined them below.
	The Shannon and Weaver communication model first published in 1948 (C.E. Shannon and W Weaver, 1948) became one of the most popular communication models of its time. The Shannon Weaver communication model is a linear model first developed to improve effective communication between the sender and the end receiver. The model identified 5 elements in the communication process. Source of information, Transmitter, Channel, Receiver and Destination. The model states that somewhere along the way the information can be interfered with before it arrives at its end destination and calls this a noise factor.  A simple way to understand this is by looking at the conversation between Pedro and Maria. Due to the poor phone reception and the similarity of the words Pedro understood Maria to say ‘see me in the kitchen’ rather than ‘get me chicken’. 
In a multinational company setting this model would look like the following. At a global meeting both domestic and offshore teams would dial into a call. One of the offshore teams dialling in have poor connections and they keep on disconnecting during the meeting and miss important parts of the discussion and instructions on following steps for the company. At the end of the meeting the team cutting out gives feeds back to the hosting team that they have missed serous information, therefore the hosting team distributes the meeting notes and minutes via email to all attendees. In this situation the Sender is the hosting team, the Encoder the call provider company, the Channel is the network they used to dial in, the Noise is the interference caused by the poor reception. The decoder is the internet company and the receiver are the attendees that have been forwarded the notes. The feedback lets the meeting host know that the meeting message has not been received. They get to receive a meeting minutes with the meeting discussion to get up to date.
Opposite to the above model Wilber Schramm’s 1954 circular communication model states that for communication to be effective the sender must receive feedback from the receiver. And for this to happen two essential processes are necessary: coding and decoding. When information is transmitted to the recipient the primarily duty is to understand what the speaker intends to say. The reply will be the feedback to the sender, and this will demonstrate that the message and its intended meaning has been received. The Schramm challenged the thinking behind the Shannon Weaver model as it sees the communication in a practical way.
This communication model relies on the recipient decoding and interpreting the messaged received. It is imperative that the message send across is understood and interpreted accordingly. If the receiver is not able to understand or decode the information sent by the sender, then the message is deemed to be useless. As a taxi driver this type of communication is something that I come across often. For example, a client will input an address to be dropped off at but would ask me to stop at an ATM on the way to the destination or to drop them off around the corner from their destination. In this situation I interpret and decode the message and I let the client know if such an action is or not possible.
A further model developed by Berlo in 1960 is the most basic communication we used today. It’s less of a model but more of an identification of parts of communication we use; Sender- Message-Channel-Receiver. It can be summarised as a sender delivering a message through a platform to its recipient. This model is lacking compared to the previous two as it reverts back to the linear communication model, it does not acknowledge the concept of noise interfering with the message or that of feedback. The model assumes that the sender and receiver are at the same level and does not take into account any emotional aspects of the message. This type of communication is often used in advertising, press and media, however this model is not applicable in real life. A good example I can provide is from my wife’s workplace. The team is made up of 9 members based in different countries with different cultures and values. Communication is done via an inhouse chat function and often arguments arise as the messages are misinterpreted. Often the tone of a message is misinterpreted due to the language barrier and some other factors. The communication in the team could be improved by using a different channel where everyone can see and hear each other. This way the tone of voice is heard and if any wording is not understood can be explained.
This example demonstrates that in order to communicate effectively we need a set of skills. The verbal and language skills are very important, however the example above demonstrated that another skill, a soft skill, nonverbal communication is also essential. 
	Communication skills are defined as having the ability to convey a message clearly in a manner of forms and also to listen and understand other conveyors of information. A good communicator can relate with all kinds of people and can make him or herself understood at every level. Good communication skills are one of the most desirable skills employers are looking for.
As I mentioned above, we can convey information verbally though language either in spoken or written form, but also nonverbally, with our bodies. 
In verbal communication a message is expressed in words. This can be written (letter, email, note, minutes meeting, news) or oral (spoken face to face or by phone). In a workplace verbal communication is made up of two networks: internal and external. Internal communications can be directed downward (from top management to its staff), upward (from employees to senior management) or horizontally (from people on the same level). External communications reach us  news, media, email, letters, etc.
Verbal communication can often be hindered by language barriers, passive listening, misreading, poor replies and lack of nonverbal communication. In order to overcome these barriers conveyors of information need to focus on developing their skills and communicate information using simple and concise language a phrasing. 
Nonvertebral communication refers to behaviours other than verbal which enable individuals to increasingly understand and be understood by members of their social or work community. These nonverbal cues are communicated with the help of our body by using means such as facial expressions, gestures, grunts and posture. The way we behave in certain circumstances can say a lot about ourselves. Postures and facial expression can say a lot about a person and the message he or she wants to transmit. A friend of mine works as a qualitative researcher and this means she interviews people on a variety of subjects. Doing qualitative interview over a short survey offers my friends clients a richer insights. Being able to see the persons reaction, or how they touch and interact when presented with a new product often offers more understanding than what they could have collected from a questionnaire. Being an interviewer also requires of doing a lot of active listening in order to understand the real meaning behind the words a person is telling us. Hearing does not equate to listening. When we hear, we hear the noise and the sounds but not always process the information received. When actively listen the message heard is processed. Therefore, active listening means paying real attention to the speaker and not being distracted by our thoughts, phones or other personal issues.
Most of the time people tend to stop listening during a conversation as something they said triggered a memory and start daydreaming or already thinking of a reply. Judging the person and what the other person is saying is also another barrier in listening. To overcome barriers and become good at active listening we need to “attempt to demonstrate unconditional acceptance and unbiased reflection” (Weger et al., 2010).
To be an active listener is not enough to be a good communicator you also must be able to empathise with the people you communicate with. Empathetic listening is defined by listening and trying to put yourself in the speaker’s shoes.
I think empathetic listening is needed in every workplace, but I think certain professions do more of it than others. In the light of the ongoing global pandemic a lot of health care and social care staff have been at the front-line trading patients and dealing with families and loved ones of those suffering or having lost their life to COVID-19. 
There are a number of tips that we can use to become and better and more empathetic listeners.
Look at your counterpart – It’s very important to look the other person in the eyes while speaking. Show that you pay attention by using the nonverbal communication. Remember that even by listening, we are communicating non-verbally (Weger et al., 2010). 
Listen to your speaker and not your own thoughts – dedicate your attention to the person speaking. Stop thinking and try to understand what your speaker tries to say.
Be Non-Judgmental – it is important to not judge the speaker and what he’s saying by our values and views. 
Tolerate silence – tolerate the quiet moments that the speaker has. It could give them time to gather their thoughts and reflect on their feelings.
Paraphrase – Repeating with your own words what you think your speaker said reflects that you have paid attention to what they’ve said and that you care to understand them. This is a key part of building trust and possible friendships (Weger et al., 2010).
Ask questions – ask your speaker how he feels and try to make him feel better by asking him questions and making him give himself the answers instead of bombarding them with stories of your own for a similar situation.
As humans we are complex social beings that use a large number of cues from our social context to make sense of our world. Communication is a complex process in which we use all our senses to understand the message another person is trying to convey to us. Communication is not a one-way system in which someone says something and does not expect anything in return, that is a monolog. In order for us to be able to communicate effectively at our workplace or in our private life we must assess the situation that needs communication. I am attending a presentation and the speaker requires feedback? I am working against a deadline with my team and ensuring everyone has understood what is required of them in order to deliver on time. Do I work in a PR agency and I need to get a new press release out for my client and I need to make it relevant to the target audience? Or I am talking to friends. Once this basement has been done we can consider what verbal language we are using so that our audience can understand what I say, what I want to show with my body language and I need to pay attention and read the cues of the people I am talking to in order to adjust my behaviour.
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“In fact it is misleading to think of the communication process as starting somewhere and ending somewhere. It is really endless. We are really switchboard centres handling and re-routing the great endless current of information.” (Schramm, 1955)
’Active listening carries a strong element of risk. If me manage to accomplish what we are describing here – to sense deeply the feeling of another person, to understand the meaning his experiences have for him, to see the world as he sees it- we risk being changed ourselves.’’ ‘’ We are so accustomed to viewing ourselves in certain ways – to seeing and hearing only what we want to see and hear- that it is extremely difficult for a person to free himself from his needs to see things these ways.’’ (Rogers & Farson, 1957)
In order to succeed and become a skilled communicator and listener it’s important in being aware of all the factors described and work hard on overcoming every barrier. Becoming a skilled communicator it’s not easy and pleasant. We have to work on ourselves, be open-minded and sincere, respect the person speaking and always give feedback.
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