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Introduction
People have been communicating since the beginning of time. “Communication is defined by Pearson as the process of understanding and sharing meaning.” (2000, p. 6.).  It is a Latin word which means share, and is the process of exchanging information through a common signalling system Communication science is a discipline that deals with form, process, meaning, speech, and interpersonal and organisational communication. 
Speech is very important, but understanding is even more important, especially in a business team. Teamwork is a group of people who support each other and work for a common goal in the most effective and efficient way. Team size can be various, depends on the objective. 

Communication skills
We can define two methods of communication skills: verbal and non-verbal.
·  According to 	Ferguson “the meanings that are attached to words can be literal or otherwise known as denotative; relating to the topic being discussed, or, the meanings take context and relationships into account, otherwise known as connotative; relating to the feelings, history, and power dynamics of the communicators.”(2014). Verbal communication: it covers the speech and writing. Language communication is the most effective means of gaining, communicating and thinking. The verbal channel is capable of transmitting information everywhere and coordinates our behaviour and actions. 
Every single language has its own peculiarities which must contain the sound, the volume, the intonation, the tempo, the speed and the break.  
· Nonverbal communication demonstrates one of Paul Watzlawick's laws: “you cannot not communicate. Once proximity has formed awareness, living creatures begin interpreting any signals received”.(1970’). Non-verbal communication is the process in which we do not use verbal signals. It reflects the atmosphere of live communication and expresses the relationship between the participants.
Types of non-verbal communications include vocal communication, eye contact, gestures, facial expressions, posture, letters and emails. They function to maintain social relationships, present an image of one self, control channels, present attitudes and express emotions. Written communication (emails and business letters) covers every type of cooperation that makes use of the written word. The written form is very formal, because every single factor and detail is written down and it is finalized with a consent statement with a signature. 
This is especially true in relation to a work contract, however also relates to handbooks, contracts, letters, reports, memos, and product information.
· Emails and business letters need to be:
· Directed to the receiver
· Being positive
· Clearly and well-structured  to understand and achieve the intended result
· Polite (Dear Sir/ Madame/Surname, + Yours Faithfully/ Sincerely/ Kind regards)
· Encourage a response even if it is only for further information
· Influence the character of the response
· Conclude with a short appreciation statement within the character of the letter
Business letters are letters that are written not only on the basis of the personal relationship of two people, but also on the basis of a business relationship. Business letters replace verbal communication, often verbal agreements are repeated in a lasting form. The importance of an appropriate email or business letter is that the message will show an image about the sender also show the how serious. 
Working collaboratively: shared ownership, responsibility and issues
Working practices in a collaborative working environment evolved from the traditional or geographical co-location paradigm. In a CWE, professionals work together regardless of their geographical location. In this context, e-professionals use a collaborative working environment to provide and share information. (Collaboration@Work Experts Group, 1994). Shared ownership means equal contribution between two or more people. Demands equal force, invest, responsibility and agreements. They are responsible for the labourers, working conditions, smooth and continuous workflow, business activities and being competitive in the market.
Every business has their own issues, although they have the right people to solve such issues and that is what makes the business stronger. The owners have an official contract between each other, which clearly demonstrates how much interest they have, their personal responsibilities (which must be clarified at the beginning) and the amount of money they invested. It is insurance for all of the participants.
“Beyerlein et al. define collaboration as the collective work of two or more individuals where the work is undertaken with a sense of shared purpose and direction that is attentive and responsive to the environment.” (2002)
Importance of effective communication in the workplace
As a person of a team you have some things to deal with. People have different backgrounds, although we must respect and support them. Maybe your speaking skills are not that developed as your colleagues, and vice versa. The solution is to be patient and try to explain in the easiest way, try to use your body language. There are many methods which improve your communication at work such as notes, reminders, work phones and chat groups. The aim is to make the easiest and fastest message with a clear meaning.
To be effective you have to strive to be clear, short, polite, direct and brave. 
Communication is an important element of any work environment. My personal experience demonstrates that when I worked in a kitchen we were busy and noisy. We had many issues with the communication, because the message was not clear sometimes and it caused different problems. Instead of talking to one another in a calm manner we shouted, which was a serious problem. It was a very serious problem. As is mentioned before we should not have shouted from far to each other, because we could not understand everything properly. In conclusion, I suggest that you should not be afraid to ask back or go to the person you want to talk to.  In my current workplace we use WhatsApp group chats, telephone calls. We have a huge book where we put the jobs what we have done. Furthermore,	 if we have a message in any group someone has to confirm that he will do it. Many times I observed that nobody answer, but the task has been done. This is the perfect model of the missing communication. 
Issues related to conflicts in the workplace,  solutions for the conflicts
As Rahim says” conflict management minimizes the negative outcomes of conflict and promotes the positive outcomes of conflict with the goal of improving learning in an organization.”(2002). We talk about conflict when different views, opinions and interests collide. Usually it occurs when we feel that the other is trying to obstruct or have a negative impact on something important to us. At an individual level, there are two extreme manifestations of conflict, some who are incapacitated and so aggressively publicized. The outbreak of conflict often brings the accumulated tension to the surface. It is uncomfortable and people feel uncomfortable and tense. Increased conflicts can also be caused by factors that determine the organization. For example:
· fight for a better position
· overwork, constant performance pressure
· unclear tasks, responsibilities
· uncertainty about the future of the organization and the survival of the workplace
· bigger organizational changes or ongoing changes
Individual jobs differ widely in the number and nature of conflicts. Those employees, people who deal with clients during their work, are particularly exposed to workplace conflicts. It is forbidden to involve personal problems in the work. 
When is established we need to call the person to talk in person - avoiding everybody - and you can be yourself. If you are unable to resolve the situation on a one-to-one basis, you may want to involve a third independent party to help us communicate and make the decision. When we are in the conflict first of all we need to calm down, and consider these situations as an opportunity to develop ourselves. The purpose of the debate is to get to know and solve problems from a different perspective. To do this, however, we must accept the conflict. Let us strive for a compromise, do not personalize, respect each other and try to keep calm.
There are situations that could be avoided by proper communication. This can be achieved if we always strive for objectivity and do not transfer the problems encountered, but I use communications.


Communication models
Models for communications are systematic representations of the process that help to understand how communications work. Models figuratively display the method and also signs. By rupturing communication from complex and complicated to simple, so they really form general perspectives on communication and maintain order in the elements. Various approaches give rise to various models. They represent communication in various ways, describe different processes and highlight them.
Three basic forms of effective communication systems primarily define all other communications models.
1. Linear model:
The communications process in linear model is seen as one way that senders are the only person sending messages and receivers are not responding or giving feedback. Elwood Shannon and Warren Weaver worked for Bell Telephone. “Their goal was to ensure that telephone cables and radio waves worked at maximum efficiency. Therefore, they developed the Shannon-Weaver model, which expanded a mathematical theory of communication.”(1994).
· Advantages: 
· Great for the public's disinformation and confidence.
· Global results
· Disadvantages:
· One way communication
· No feedbackNoise
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2. Transactional model:
Barnlund proposed a transactional model of communication. Transactional communication model means the exchange of messages between sender and receiver, where each sending or receiving message takes turns. The model is used between people and is also called circular model of communication. This is a process of constant change and development, with all the elements, such as people, the environment they use and the method they use. Therefore the communicators are independent. For communicators with similar environments and different aspects it is more effective. For example, communication between people with mutual knowledge is more effective because they share the same social system. The model of transaction is the most common communication model. 
· Advantages:
· Concurrent and immediate feedback.
· No discrimination between sender and receiver.
· Disadvantages:
· Less non- verbal communication
· More noise due to the conversation of communicators
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3. Interactional model:
It exchanges ideas and messages from sender to receiver both ways. The communication is going on between humans in both verbal and non-verbal way.  
Whenever a message is sent by a source to a receiver, the message is first encoded. The encoded text is sent from the receiver where the initial data is decoded. Once again, the receiver works as a source encodes and returns another message. The model also contains a noise concept and communication barriers such as language, network issues and atmosphere that affect the communication process. Being interactive is a very important element of the effective communication. 
· Advantages: 
· Feedback even in mass communication
· New communication channels
· Disadvantages:
· Feedback takes long time.
· Participants in a conversation may not know each other.Message
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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 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: ‘Il 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?
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In-class exercise 2

Student Name: (AR CE ([ SL(oRoDA Student ID/Group: 19094 ¥2s—
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 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 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.
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 Sal!y upset?
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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, if necessary.
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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. N~
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