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[bookmark: _Toc17901759]Introduction
Team work and communication play major roles in maintaining an effective workplace atmosphere within modern business firms. Communication is a process of exchanging and imparting information through various mediums such as writing, speaking, body-language and so on. Teamwork on the other hand is the method of working within a group in a collaborative manner in order to reach common business goals (Yeomans, and FitzPatrick, 2017). Individuals must acquire these skills in order to remain relevant in the employment-world. In this report the learner will discuss various aspects associated with workplace communication; this discussion will revolve around relevant concepts and theories. The core objective of this report is to find out effective ways of improving employers’ performance and the overall organisational communication. 
[bookmark: _Toc17901760]Communication and its Importance
The Latin term ‘communis’ means, ‘to impart transit or share common information between more than one individual.’  The term communication came from this Latin word and it means, ‘to exchange information through common symbols and systems.’ Communication is the most prominent feature of human civilisation; people used to communicate with one another through cave paintings in the prehistoric era, after that words and letters (scripts) came into existence. Several other mediums have been used by people as means of communication for years; for example smoke signals, carrier pigeons, postal system, news paper, telephone, radio, internet and so on. However all of them depended on the basic mediums of communication, those are verbal words, letters and body language (Adler et al., 2016). 
Types of Communication
[image: ]
Verbal Communication: in this process people use words, sentences and language to share information with others. It is the easiest and most effective way of communication. Video conference, meetings, presentation, phone calls, inter-personal communication are some examples of verbal communication. 
Non-verbal Communication: people can communicate through body language, facial expressions and gestures. This means of communication can be used both intentionally and unintentionally and it conveys significant message about the mental state of the sender. 
Written Communication: this type of communication is a form of formal communication. It uses symbols and language to convey messages. Emails, letters, pamphlets, memos are some examples of written communication (Rohde et al., 2017). 
Visual Communication: messages can be communicated through visual mediums such as drawings, art, photographs etc. This type of communication can support the other methods of communication in various ways. 
Without having an effective communication system sharing of information (facts, emotion, ideas, opinions etc.) is impossible for both employers and employees. The success of an organisation heavily depends on the communication skills of its employers, employees and associated individuals.  The purposes that effective communication serves within an organisation are, 
· Communication facilitates flow of information among staffs at different level of the organisational hierarchy. Information regarding tasks, responsibilities, organisational objectives, organisational change, performance etc. gets shared through effective organisational communication (Hargie, 2016). Instructions are passed on and decisions are made through this process. 
· Organisations recruit employees with varied skills and abilities. Effective communication plays an important role in coordinating the activities of different individuals, cross functional teams and departments. 
· Employees learn new skills, organisational culture, values, and new ideas through effective organisational communication. 
· Communication helps employees to form strong interpersonal bonds with their colleagues, which is extremely important for developing a healthy work-culture (Melewar et al., 2017). 

[bookmark: _Toc17901761]Employers’ Performance at Communication 
Having good communication skill is extremely important as it makes them impactful as an employer. Based on the real life experiences of the learner it can be said that employers mostly emphasise a few aspects of communication, those are,
Clarity: a successful communication is something that involves conveying a message clearly, and ability of the receiver to interpret that information & take necessary actions on it. Employers therefore mostly focus on clarity of the message; communication in this context can be both written and verbal; however employers make sure that their messages are concise and clear in nature. Employers also select different sets of language depending on their purposes and the audiences as all employees are not equally skilled or efficient (Shindryaeva et al., 2019). Employers should also select their languages and voice tone depending on the place of communication (in-person communication, meeting halls etc.) to reach employees more efficiently.
Active Listening: based on the personal experience of the learner it can be said that employers also emphasise their listening skill, since communication is a two-way process, listening skills is an important factor, it enables them to assess the personality of the speaker, ask them further questions and pass on instructions. Employers must possess active listening skills so that they can inspire employees to spontaneously listen to them as well. 
Nonverbal Communication: non-verbal communication mostly involves acts like body language, voice tone, eye contact, etc. it has been observed that employers use this process sincerely and they convey important messages through their body languages (Ruck et al., 2017). For example when employers wish to become approachable they demonstrate an open and relaxed body language (legs relaxed, arms open) and use friendly voice tone.  
Asking Question: this act helps employers demonstrate whether they are interest in a candidate or not. Employers use different types of questions depending on their level of interest, for example open ended question  refers to high level of interest while close ended questions demonstrate low level of interest, visionary questions aim to assess the personality of the speaker, and specific question aims to gather fact based information. Thus employers can use this skill to gather relevant information about their employees and to know them better. 
Empathy, Respect and involvement: empathy can be defined as the ability of an individual to understand the thoughts and emotion of others. Involvement on the other hand is all about being present and being accepting. However in most of the cases employers lack these skills, due to power & positional gap, work pressure and several other factors. However these skills play important roles in managing employees successfully. Showing respect to others is the key to developing effective employee-employer relationship. Employers must respect the cultural preferences, values and opinions of the employees. It has also been observed that employers consider this factor as a matter of mere workplace policies; they do not really try to acquire this skill. Employers also need to be careful about handling sensitive information about the employees; they must know how to comment on them or how to refuse commenting on them when required. 
Based on the above discussion it can be said that the primary barriers to effective workplace communication are, 
· Linguistic Barriers: language is the most important tool of communication. However differences in accent, over use of jargons and inappropriate languages etc. limit the effectiveness of verbal communication within workplace.
· Psychological Barriers: Depression, phobia, speech disorder, lack of confidence, stage fright etc. can affect the overall communication skill of both an employee and an employer.
· Emotional Barriers: lack of emotional intelligence, attitude problems (introvert people) and emotional distance are major reasons that affect employee employer relationship.
· Physical Barriers: physical barriers include lack of equipment (visual aids for example), noise, physical distance etc., however they are removable in nature. 
· Cultural Barriers: organisations are becoming globalised day by day; therefore cultural awareness has become important in order for a company to create healthy organisational culture. Lack of cultural awareness is one of the major causes behind disrespectful workplace atmosphere. 
· Structural barrier: lack of supervision, transparency and communication mechanism reduce the effectiveness of organisational communication.
· Perception Barrier: people’s perception of single thing varies massively person to person. Thus employers must know their audiences and their level of understanding before communicating with them (Baker, and Warren, 2015). 
[bookmark: _Toc17901762]Ways of Improving Work-place Communication
In order to develop an effective communication system within an organisation, relevant theories and models of communication need to be studied properly. 
[bookmark: _Toc17901763]Shannon and Weaver’s Model of Communication
Shannon and Weaver were mathematician and Scientist respectively. Their model of communication is considered to be the “mother to all communication models.” This theory establishes a clear relationship between the sender and the receiver and also considers the effects of the other elements (noise). 
[image: ]
Source: www.communicationtheory.org

· Sender: sender in this model is the source of information, which means sender creates the message, determines which channel of communication should be used, and delivers the message accordingly. 
· Encoder: sender is a machine or the sender him/herself who converts the lingual message into signals. 
· Channel: this can be defined as the medium that is responsible for sending the information. 
· Decoder: it is another machine (or the receiver him/herself) that converts those signals into understandable information. 
· Receiver: receiver is the destination; he/she receives the message and provides feedbacks through his/her actions. 
· Noise: it refers to all those physical disturbances (people, environment) that prevent the message from reaching the destination (McQuail and Windahl, 2015). 
The Shannon Weaver model stats that in order to achieve a successful communication all the above mentioned stages have to be completed properly. For example within a business organisation employers can be the sender, telephone network can be the encoder, mobile network can be the channel, mobile phone can be the decoder and employees can be the receiver. Network problems, missing texts etc. are noise in this case. The entire communication procedure would fail if messages don’t get delivered due to technical problems, meaning of the message gets changed due to semantic problems or the message fails to affect the receiver due to effectiveness problems. 
[bookmark: _Toc17901764]Lasswell’s Model of Communication
 The previous model sees communication as a two way process which is extremely effective for in-person communications. However employers do not communicate with people individually always. Thus the Lasswell’s model of one way communication needs to be discussed as well. 
[image: ]
Source: businesstopia.net
Several components are there in Lasswell’s model, those are
· Control Analysis: this model lets the sender of the message to be the controller of the process or the most powerful one.
· Content Analysis: this factor is associated with the core purpose of sending the message. The sender sees the groups of receivers with a stereotypical approach.
· Media Analysis: according to this model the sender should adopt the most influential medium to deliver his/her message.
· Audience Analysis: this component asks the sender to analyse the audiences properly so that they can be manipulated properly.
· Effect Analysis: before starting the process of communication this model tries to assume the ultimate impact of the communication process (Sapienza et al., 2015). 
[bookmark: _Toc17901765]Recommendations
Based on the previous discussion and these two models a few ways of effective organisational communication can be identified which would improve the performance of the employer and the organisation simultaneously. 
Creating Effective Culture: Since communication is a process of relationship building and influencing the audience, a culture of trust needs to be established within an organisation.  employers must make sure that their words and actions match, they should demonstrate welcoming attitude towards their employees through their body language, voice tone, controlled humour, and appreciation so that employees find them approachable and share important organisation related information with them.  Creating a receptive organisational atmosphere (friendly and respectful) will help other employees to communicate with one another more efficiently. 
Using Multiple Channels: As mentioned earlier, the level of understanding varies from person to person and the presence of noise can affect a communication process negatively. Thus organisations should use multiple channels to communicate a single message. Moreover the information should be clearly and concise in nature and void of jargons so that no one finds it difficult to understand. 
Understanding Employees: in order to create a respectful atmosphere, avoid semantic & perception related barriers and influence employees properly, employers must study and understand them. They should focus on listening to employees, understanding their needs and preferences. It will help the company design effective organisational policies and the employees will feel valued by the organisation which will eventually result into greater employee involvement. 
Measuring Effectiveness: the Lasswell model gets criticised because of its ignorance towards effective feedback system. Interpersonal communication should have a feedback system as it is essentially a two-way process (Jurburg et al., 2016). Employers must ask employees (through surveys) whether they have successfully communicated the objectives and business strategies with the employees or not. It will help them identify and fill up their skill gaps.  

[bookmark: _Toc17901766]Conclusion
Communication is extremely important in all aspects of human life. Organisation depends on effective communication to carry out each of their activities. However due to several communication barriers organisations fail to develop effective communication system. Depending on the Lasswell’s and Shannon & Weaver’s models of communication a few recommendation have been in this paper which will help employers improve their communication skills. 
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Exercise2: Writing an e-mail.

You are a teacher of Communication and have received this e-mail from one of your students:
Dear Sir,

I am writing to you because | am confused about Communication.
Could you please explain:

1.What Communication is:
2. The Shannon-Weaver model.

3. What is meant by non-verbal communication and why it is important.
Many thanks,

Lucy Mars.

Reply to the student and answer her questions. Use a diagram in your answer,

Dewe Student,

if necessary.
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In-class exercise 2

Student Name: M Student ID/Group: 4 8lo24g

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 o 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 cases and answer the questions that follow

CASE 1: Mary was working on some paperwork when her daughter came into the room upset.
As the child told Mary what was wrong and how she felt, Mary kept typing on her keyboard and
said, “It'll be OK,” and ‘Everything will be all right.” She was confused when the child only
continued to become more and more frustrated. Just then, Mary’s phone rang and she was all
excited when she heard her friend’s voice. They spoke for fifteen minutes and when the call
ended, she turned and said to her daughter, ‘Oh, darling, that was Susan. I'm so excited about
seeing her tomorrow!". The child broke down and cried.

il Why weren’t Mary’s calming words having any effect on her daughter?
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CASE 2: Steve was exhausted from work when his wife, Sally, came home. So he was quite
annoyed when she began telling him all that went wrong about her day. He interrupted her and
said, ‘I’m so tired, can’t it wait?’. The next morning while they were in the kitchen making

breakfast, Steve said, ‘Did | tell you what happened at work yesterday?. Sally said nothing, but
walked out of the kitchen.

1% Why was Sally upset?
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student Name: Dennis Alddnic C A oty ) AN

Time allocated: 1 hour. Please return your paper to the lecturer upon completion. It will be returned
to you a_t 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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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/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 ?haircy; and a good hand scrubbing, especially
after working on his car. : b - "irz

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:
18 What are the communication challenges and obstacles that Barry faces?
2 Which communication models can you use to explain Barry’s problems?

3 What s/o/lylons might Barry consider in addressing each of these challenges or obstacles?
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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. C
‘Here — in the sitting room,” she said.

When Pedro went into the sitting room, Maria said, ‘Where is the chicken?’

‘What Chicken?’ Asked Pedro.

The one | asked you to get on your way home.”

Oh, no! I thought you said when | come home I will see you in the kitchen!

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)
Q3: How could this have been prevented?
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?
Q6: Can you name each of M:j,ji
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Exercise: Classroom divides into self-defined groups of 4-5 persons. (5 minutes)

Reference: Essential Texts from the Module Outline, Maund et. al. 2017 and Morgan 2017

The situation: (Read aloud and clarify keywords and discuss anything ambiguous)

The team are the management of a huge BMW dealership in London and the South East.
(Pick another car brand if you do not like BMW)

They have been caught discounting vehicles against other dealers to close sales. The Brand
owners in Germany have asked them to relinquish their distributorship. A Chinese electric
car brand is eager to find a British partner to test the market for electric cars. They have
made an exploratory phone call to management.

The work force knows something is wrong and people have started informally to ask
questions to management. Management have replied with “we are still BMW dealers as at
this moment..... You must concentrate on your work in front of you”.

The work force has key members who are taking days off without warning or due cause.
BMW have given them a deadline by which they must cease activity as a main dealer.

TASK:

1.Identify stakeholders (individuals and grc;ups)

2. Create a communications strategy.

3. Identify target groups,

4. identify goals or objectives,

5. Describe a way of communicating with these groups to achieve your objectives
Words and Messages, and Media.

6. Develop a briefing for each of these stakeholders groups, organised as if they were here
in front of you, use as many people as possible and reach these groups.

Presentation

Each group presents the main features of their communication strategy to the other groups
present
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Some Communication Problems

thfther it's a manager adequately setting expectations, an employee effectively
voicing concerns or peers working together to solve a problem, organizations thrive
on great communication. While many managers and owners understand this,
organizations continue to suffer from miscommunication. If you want to avoid big
mistakes and organizational problems, it's important to know what major
communication errors are common and how to avoid them.

Getting Lost in Translation

Qne communication problem is when words get lost in translation. Quite common

in global companies, it can also occur any time two or more employees come from
completely different backgrounds. For example, people who grew up in Western
cultures are generally more comfortable with direct confrontation or emotional
expression. On the other hand, people from certain other cultures may see these
interactions as aggressive. Similarly, differences in language and dialect can hinder
communication. Managers can encourage cross-cultural understanding and employ
diversity training to pre-empt this problem.

Lack of Project Hierarchy

If you have ever heard someone say, "Wait, | thought you were working on that," in an
office, you know how frustrating this communication problem can be. When there's no
clear division of labour and nobody who is clearly in charge of a project, some pieces
might slip through the cracks while you waste valuable time duplicating someone
else's work. You and your team can avoid this issue by establishing a hierarchy for
each project and clearly communicating who is responsible for what deliverables.

Feelings Get in the Way

Most people have had a co-worker who elicits strong emotions, whether positive or
negative. While it's natural that some people will get along better than others, it's
important not to let feelings like this get in the way of effective communication.
While team-building exercises may be a solution, not everyone likes this method. If
your team is not receptive to group activities, you can try providing training on
subjects such as emotional intelligence, interpersonal relationships and conflict
resolution.

One-Way Communication 3

Managers should be leaders, but that doesn't mean they should run a one-person
show. Effective communication requires two-way conversations. It's up to the
manager to provide the kind of environment in which employees feel comfortable
respectfully speaking their minds. Great leaders not only say that they want
employees to speak up, but they also listen when employees have something to
say. Furthermore, you can learn to read between the lines and ask questions that
deepen the conversation.

Mismatched Goals

Miscommunication often happens when the person's individual goal, for example,
career progression, clashes with the team's goal, such as cooperation and great
customer service. Perhaps the most important thing a manager can convey is the
overarching goal of the organization and the project at hand. Being open about the
end goal not only allows employees to feel like they are part of something bigger,
but it also opens the doors to new ideas that may help.
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