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INTRODUCTION

In this report an overview of the importance of communication and its models will be analysed, looking over the skills and the barriers of how effective communication flows.
To begin with, the definition is: communication is an order of transferring information including thoughts, opinions, and information from one person, place, or group to another. 
Communication involves one sender, a message, and the receiver. Communication between the sender and the receiver can be affected by different things which may include emotions, cultural situations, or even the location from where the message is sent or received. 
Many different models of communication explain how communication is understood effectively, which also ensure whether the communication is verbal or non-verbal and listening: communication skills.
Communication is necessary for the workplace especially in the health and social context, as it can solve and eliminate unnecessary problematic situations and encourage better performance in the workplace, increasing productivity if the message is delivered effectively for the receiver to understand it. 

MODELS OF COMMUNICATION

Models of communication are representational models used in order to explain the communication process. Claude Shannon developed the first model of communication in 1948 and then published including an introduction by Warren Weaver. In 1960, David Berlo expanded the linear model with the SMCR model of communication and also Wilbur Schramm proposed a model that identified different variables in communication.
Here a more detailed explanation of all the three models of communication.

Shannon and Weaver model of communication - 1948
Shannon and Weaver model of communication is a linear model of communication that provides a framework for analysing how messages are sent and receive. The model also includes factors that affect the process of communication: “Noise”.  Shannon and Weaver model of communication argues that communication can be subdivided into 6 factors: sender/source, encoder, channel, noise, decoder, and receiver. This model is known for explaining how messages delivered can be mixed up and misinterpreted in the way from the sender and the receiver.
The sender is where the model starts by choosing the message to be delivered and the channel through which the message needs to be sent. The encoder is the person that ideas of the message into signals that will be sent to the receiver; the message can also be sent using spoken words, written words, or sign language.
The channel is the method the message has been sent from the sender to the receiver, if the communication between sender and receiver occurs face to face, the channel, in this case, will not be present. 
Noises are interruptions that occur while the messages it’s being transferred to the receiver, these noises can be internal such as misspelling a word or misinterpreting sentences or external which cannot be controlled by the sender or the receiver, such as sounds someone else speaking while the sender is sending the message.
The decoder is something that allows the receiver to decode the message sent, especially if the communication is occurring by telephone.
After all these factors, the receiver is the step where the message gets to the end and the receiver gets the message or what has been sent after being interfered with the noises.
Feedback is also included in Shannon and Weaver model; this is the final step of the model and occurs when the receiver goes back to the sender to come at the end of the communication process.
Shannon and Weaver Model has been present in one of my phone conversations while doing my shift with my colleague on the other floor upstairs when the telephone wires were interrupted due to the weather. In this case, the sender was the colleague calling me to report a missing medicine for the client, the encoder was the phone that turns the voice into binary data, the channel was the telephone’s wires, and the noise was the storm occurring outside, the decoder was the telephone and the receiver, in this case, was me receiving the call. When the storm cut the telephone call, meeting up my colleague to let her know that the message was not clear is when the feedback occurred. 
We both overcome the problem as the first thing we did was getting in touch with each other by meeting physically, if this would not have been possible a further solution might have been using walkie talkie as they don’t use wires, therefore any noises should not have interrupted the flow of the message.
Noise source:
Weather condition: storm
SIGNAL
SIGNAL

FEEDBACK: meeting up and finding new solution- walkie talkie  



Berlo model of communication- 1960
Berlo Model was developed by David Berlo in 1960. David Berlo created a Sender-Message-Channel-Receiver (SMCR) model of communication. Each of these four components is affected differently by many elements.
The model consists of the flow of information between the sender and the receiver, therefore if the communication skills of the sender are good, the chance that the receiver will understand the message is high, however not having good communication skills will result in a poor understanding of the message delivered. 
The sender is where the message is originated and from where the message is sent to the receiver. Communication skills, attitude, knowledge, social systems, and culture are the factors related to the sender.
Communication skills affect the way of how the message is sent, this depends on if the sender has good or poor communication skills. The attitude of the sender creates the effect of the message that is sent.
Knowledge refers to how confident the person sending the message is and makes it more efficient. The social system is the laws, beliefs, religion, and other factors that affect the way the sender is communicating the message and culture make the message different as people from different background have their own way of understanding.
The message is what needs to be sent to the receiver, it can be affected by content which is what is included in the message, elements which are non-verbal signs, treatment which can be affected by feedback, the structure which is the way the message has been structured and the code which is the form the message has been sent.
The Channel is the method by which the sender sends the message if it by other forms of communication or technology such as phones or the internet. But the five senses: hearing, touching, tasting, smelling, and tasting are the channel of the flow.
Lastly, the receiver is who gets the message which needs to have good listening skills to understand the message, the same factors of the sender affect the receiver.
An in-class exercise provided by the lecturer of the module, explained the use of Berlo’s model of communication by analysing the text “The professor and the village people”. I have chosen this model because its emphasis cultural factors, cultural backgrounds, and the context of the situation, by including both the sender and the receiver with the message that flows between them. 
Furthermore, a real example of poor communication explained by Berlo Model in the Health and Social Care workplace is when the nurse has asked the carer in duty to write the day planner of one of the clients in the online report, but the day planned has been done in the notebook instead, due to poor listening skills as well as the carer background of not being able to use technology effectively. This can be improved by further training for the carer as well as the nurse to look after the carer while typing out the planner so she will not make mistakes.

Schramm model of communication- 1954
The Schramm model of communication sees communication flowing only between the sender and the receiver as this model is a circular model. It also includes the message and the channel through which the message will be transmitted to the receiver. Schramm emphasized that communication is not complete until the receiver gives feedback to the sender about the message received. 
He also believed that the sender’s knowledge, experience, or cultural background interfere with how communication flow, as people from different cultures and religion might interpret the message in different ways.
An example of Schramm’s model situation occurred when the doctor said: “Can you please prescribe the new recipe and give to the patients the new prescription please?” to one nurse, my colleague during the shift. The nurse did not respond immediately and hence communication between the doctor and the nurse was not complete. Feedback occurred when the doctor went back to the nurse after 2 hours to ask if what he asked had been done.
To overcome this situation, the doctor should have made sure that the message delivered was understood before leaving, this should have been done by asking the nurse if she listened to what the doctor asked for by repeating the same question louder or by going closer to the nurse.












COMMUNICATION SKILLS

As seen in the three models, communication skills play an important role in the flow of information from the sender to the receiver. To make sure that the receiver understood the message, the language, and the type of communication of the sender need to be clear and knowledgeable.
Communication skills include verbal and non-verbal communication as well as listening.
Verbal communication encompasses both our words and our verbal fillers (Maund Ch 4), meaning that verbal messages are created by how individuals speak, and the language used. Effective communication, therefore, requires accurate understanding and interpretation of what others are saying and their feelings. Otherwise, the meaning of what is said will not be understood effectively. On the other side, non-verbal communication also known as body language includes communication without the use of words.
The understanding of these skills was followed by a task from the lecturer, which was directing a formal business email from a company/business to a customer, by reporting a problem and trying to solve it in the politest way for the receiver, in this case, the customer, to understand it and take further actions.
The writing of this email enhanced my communication skills by understanding where and how verbal communication plays an important role not only in the idea of spoken communication but also in the written one.
Moreover, listening according to Crockett (2011), an individual remembers between 25% and 50% of what they hear, meaning that while talking to someone, the receiver is more likely to retain less than half of the communication. 
With a view of Maund’s chapters (Ch 3,4 & 5), the lecturer has engaged the class with different activities concerning the most important definitions and quotations.
The usefulness of these chapters was the overview of the communications skills learned through the reading, without those skills the flow of information will not be as effective as with them, for example working in Health and Social Care without being able to communicate in the right way or not listening, communication will be never completed. 
For example, as also previously mentioned, a little misunderstanding of the task or an uncontrolled action can create into the workplace disorganisation and confusion that will need time to get back into the right way.
Therefore, to achieve effective two-way communication, both sender and receiver need to adapt to each other communication skills and to make sure this works active listening and body language need to be present. With active listening, we refer to the way of listening and responding to the person receiving the message that will improve mutual understanding of it, and with body language the variety of nonverbal signals that are used to communicate feelings and intentions to the receiver.

CONCLUSION

The above report shows that communication is an active process used in day-to-day life which requires, intentional and ongoing interchange of ideas, thoughts, and gestures. 
Berlo model of communication, Schramm’s model of communication and Shannon and Weaver model of communication were the beginning of understanding how communication must be between the sender and the receiver, so information is understood; to make someone experiences more positive, the sender needs to recognise barriers to prevent effective communication and reduce negative experiences, where then communication skills emphasise the flow of them.
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Source: nurse


Communication skills: high, verbal


Attitudes: social


Receiver: carer in duty


Communication skills: poor


Message: write the day planner


Content: write the day planner in the online report


Element: speech


Treatment: gently asking


Structure: dialogue


Knowledge: experienced in the workplace


Social system: trained for everything


Culture: graduated 


Hearing


Attitude: misunderstanding


Knoeledge: no/little knowldge


Social system: education gap


Channel


Seeing











Code: English


Culture: different background

Message: 
prescribe the new recipe and give the prescription to the client


Decoder: nurse
Interpreter: understand, analyse and interpret
Becomes the encoder


Message / Feedback: 
Doctor-Nurse conversation


Encoder: doctor
Interpreter: understand, analyse and interpret 
Becomes the decoder


Information source:


Sender: colleague


Receiver: me


Destination


Channel: telephone wire
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