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Executive Summary
The report highlights the importance of effective communication within the workplace. The report provides an elaborate idea about the different communication models supported by the theories and has also presented the comparative analysis of all the models based on the case Residential Adult Care Home (Mental Health). Furthermore, the report also discusses the communication skills that are essential for the employees of the organisation. The report also gives an elaborate idea about the various examples of poor communication skills in an organisation. It highlights the specific scenarios that indicate the negative communication skills among the managers and employees of the organisation. Finally, recommendations have been provided for the improvement of the communication skills within the organisation that can encourage positive developments among the employees as well as for the progress of the organisation. 
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4.0 Introduction
Communication is the process of transferring information inform of skills from one person to another or from one place to another, this will involve the sender and a recipient of such information. Communication is very relevant and important in the world of work, sports, home, and in our society. 
[bookmark: _Toc46499317]Effective communication therefore plays a huge role in forming an appropriate corporate culture within an organisation. The employees of an organisation must be vibrant enough and understand need to communicate their views and opinions regarding the functional areas and all the critical aspects of the organisation. This report will provide a critical understanding of the various models of communication and discuss the "effective communication skills" that are required to be cultivated amongst the employees working at different levels of hierarchy in the organisation. The report will also provide evidence of the "barriers in communication" in a workplace environment that corresponds to poor communication in the work environment. Furthermore, recommendations for improvement are provided in the report.

4.0 Models of Communication: 
Communication models can be broadly classified into three distinct categories which are:
4.1 Shannon and Weaver (1948)
 This model is generally applicable for mass communication where the receiver is only meant to receive the information from the sender without any form of feedback. This type of communication model corresponds to the straight-line mode of communication where information or a message is passed from the sender to the receiver. This is a "one-way communication" between the two ends. [Referred to Appendix 1]

4.2 Wilber Schramm (1954)
Schramm proposed the model of communication in 1954. This model has its roots from the Shannon Weaver model.  It says the processes of communication is by converting the thought into content, and this is known as Encoding. This plays an important role because it initiates the process of communication. Encoding and Decoding are important factors because information can never flow between two individuals without it. A two-way process between two people. 

A CASE STUDY
There was a Professor of English in Welsh University that  resides in a large house very closer to a little village,  he never been to the village because he had nothing to do there, because he did his shopping in the town near the university and most people in the village are not educated and do manual jobs.
The professor fell asleep while smoking at night and his pipe caught fire. The fire started because his pipe fell on the carpet. The house was already on fire when the professor woke up and he ran into the village, screaming: ‘The edifice is being consumed by a great conflagration!’ ‘The edifice is being consumed by a great conflagration!’ he kept screaming repeatedly. In the village, people saw him, but they face what they were doing, and did not answer him. He asked them ‘Don’t you understand?’ ‘‘The edifice is being consumed by a great conflagration!’ They did not answer him.  He returned home and saw that his house had been destroyed. He wept while sitting down. The following, day, he was crying in the village. ‘Why, oh why didn’t you help me? “My home has been destroyed by the fire”. Last night.’ I came begging you. He wept.  ‘But Professor, why didn’t you say that your house was on fire? We would have helped.’ 
Here the professor was alone, no communication, except when his house was on fire and he ran to those who did not know him, for help. They are not in the same standard in terms of literacy.
Professor had a language barrier, because he was speaking not according to the simple English of calling “fire” “please help” and he was ignored. This is also poor communication and a big barrier.

 4.3 David Berlo (1960)
[bookmark: _Hlk48596744] In 1960, David Berlo developed Berlo’s Sender-Message-Channel-Receiver (SMCR) model of communication from Shannon Weaver. Factors affecting the individual components in communication was summarily discussed by David Berlo making the communication process easier. Likewise, the modules mainly focus on encoding and decoding, this occurs before sender sends the message and before receiver receives the message, respectively. 
 Berlo’s Model has mainly, four components to describe the communication process. They are sender, message, channel, and receiver. Thus, this model is generally applicable for mass communication where the receiver is only meant to receive the information from the sender without any form of feedback. A workplace example is the delivering of lectures.
A comparative study of the three communication models indicates that the "transactional model" insurance in effective communication is by involving fast, simultaneous feedback and encourages both "verbal and non-verbal communication" within all scope of employees. This also indicates that "no discrimination occurs between the sender and the receiver". On the other hand, "linear communication" does not encourage responses or "feedback from the receiver", thereby limiting the communication to one side. In contrast, in an "interactional model", there is a possibility of slow responses and the communication becoming linear (Mahmud et al. 2020).



[image: ]
Figure 1: Transactional Model
(Source: https://www.businesstopia.net/communication)


5.0 A CASE STUDY 
Case Study – Barry and Communication Barriers 
This case study helps to communicate effectively with the employee to remedy any conflict. 
At a restaurant where Barry is the manager. He is responsible for supervising and managing all employees in the kitchen. Some staff received “on the job training” about food safety basics. (for example, appropriate hygiene and handwashing, time/temperature, and cleaning and sanitizing). Due to high turnover of employees, training is often hurried, and some new staff are employed straight without adequate training especially when they are busy. This also leads to poor performance of employees at workplace. So, the hurriedly poor training is a barrier that facilitates poor delivery of services. 
The directors of the organisation are supportive of Barry in his food safety and preparation because they know if the Health and Safety Inspector found the standards to be poor, their restaurant could be closed. Still, the Directors note there are additional costs for training and making sure food is handled safely. 
Staff working in the company are from ages 16 to 55 years old, most of them come from different and diverse ethnic group and cultural background. 
Their primary language is not English. This act as a barrier that prevent the Manager Mr Barry not to understand their language. Older staff also working with younger ones. This becomes a big language barrier.
One day Barry tries to get into work early.  His car was faulty and working on it till 2 a.m. and he noticed he did not have a clean uniform. However, he finally found one that was not too dirty. He later discovers he needs a haircut and washing of hands. 
Time was not managed properly by Barry, and he is not clean enough with poor hand hygiene and grown hairs which is not hygienic.
 He got into the kitchen and saw several trays of uncooked meat on the work tops. These have been sitting at room temperature for a period. Barry is frustrated, not happy and does not know what next to do. He appears banging his head on the wall. The body language and attitude of Barry makes others to be weary. 
Barry on many occasions tried to let them know how to handle food safely. He installed large signs everywhere in the kitchen: keep hot food hot and cold food cold and wash your hands regularly. 

[bookmark: _Toc46499318]6.0 Communication Skills
Development of strong communication skills facilitates the productivity, performance, and growth of the organisation. It forms one of the top priorities of the leaders and cultivates strong leadership skills as well. The communication skills that are considered highly inclusive of effective workplace culture are as outlined:
6.1 Listening: Active listening skills helps to establish strong communication between the speaker and the listener. Listening can help to promote a deeper understanding of the views, opinions and objectives of the speaker and help in developing creative ways of solving problems (Yildiz, 2017). An example of active listening - paying attention and avoid unnecessarily reading of your phone, filing your fingernails, diversional attitude, assumption -like thinking this is the only way of doing things. 
At my workplace one of our clients trust  staff X who is always listening to him. He called on the staff to discuss an incident, and the staff was unable to listen because he was busy.  Staff X  was debriefed and was corrected of this diversional attitude. 
 Empathetic listening – listening emphatically means, to putting yourself in the speaker’s shoes.

6.2 Non-verbal communication: this communication skills correspond to the responses that are communicated in the form of body languages, facial expressions, hand gestures, body movements, eye contacts, attitude, and tone of speaking. These communications help to express the feelings of the sender or the receiver. 
An example is the body language of staff X  towards the client that called on him. The capability of understanding nonverbal sign can help to develop better communication and relationship with staff and others in the team. At my workplace for example, we have the Mac-atone sign for the blind, and pictogram
6.3 Feedback: providing feedback to a message from one person for receiving feedback from a person indicates an "important communication skill" that should be possessed by team leaders, managers, and employees of an organisation. Accepting and encouraging feedback shows the positive nature of communication skills. Feedback is also in a two-way interactive, it can be initiated by either party,  it can be verbal or non-verbal, positive or negative.
Feedback can be provided through various modes of communication such as verbal feedback, positive criticisms, emails, a weekly review of status, or through phone calls (Buluş et al 2017). At my workplace, feedback is regularly given to the team regarding the sleep -in shift, rotas, allocation of duty meetings and other work-related issues. Unfortunately, the Manager and the management team did not revert towards the issue to neither me or the staff appropriately. This makes the issue appears shoddy and rude.  
6.4 Open-Mindedness: demonstrating open-mindedness indicates the flexibility of the communicators within the communication channel. This indicates the level of understanding, possibilities of agreement and generating negotiations, thereby encouraging an extensively honest and productive conversation. 
6.5 Empathy and respect: Respecting other sentiments and emotions during the communication is an important communication skill. This helps the communicators to feel comfortable with the process of communication and encourages positive response and understanding. This skill is also effective for handling conflicts and promoting confidence of the speaker in presenting the ideas and opinions (Dolan, 2017). Example is when client listen to the Team Leader at workplace during monthly resident meetings. 
[image: Top 5 Communication Skills and How to Improve Them]
Figure 2: Benefits of Effective Communication
[bookmark: _Toc46499319](Source: https://blog.smarp.com/top-5-communication-skills-and-how-to-improve-them)

7.0 Examples of Poor Communication 
Poor communication within an organisation can be categorised based on various aspects such as inadequate sharing of information among the employees, inconsistency and following the tasks, lack of collaboration and higher rates of conflict among the employees, presence of a linear communication model, passive-aggressiveness and frustrations among the team members. 
An example at my workplace was about sleep in duty which was different from the normal working hours contracted. As a team leader my team informed me that they do not want to do this type of unplanned hour after closing from normal hourly rated job. They argue that it will be too tiring to do such long day eleven hours and wait behind to do sleep- in shift. 
An email was written to my line Manager and copy to the Director and others, which I believed they might have discussed in the management meeting. However, there was no feedback from the management, but the manager did the rota still putting staff on same sleep- in duty. 
It was observed that in this organisation the employees cannot present their ideas and opinions to the upper management level. The employees are also prohibited from questioning or providing feedback to the actions of the upper management in the organisation. This shows the "one-way communication" in the organisational hierarchy.
The employees are often not provided with any response through meetings or emails about their ideas or plan. It also happens that there is a very limited mode of communication from the lower levels of the organisation to the upper levels according to (Gamil and Rahman, 2017). The situation also shows that there is a "lack of communication" within the organisation and hence, creates a situation of poor communication.

Another example of poor communication at my workplace was a phone call from the GP practice regarding a client’s appointment that was supposed to be recorded in the diary for further action on the week to come, this was not recorded nor handed over to the next incoming staff by the Shift Leader  who received the call, and the appointment was missed. Missing such a vital appointment was not okay with the client wellbeing. This is one of the consequences that may arise from poor communication at workplace. Barriers that could affect the messages or communications are many among which are; noise, cultural differences, language, inability to listen, the use of jargons, distractions, bad weather, children, dog barking, and shouting.
Analysing the communication framework of the organisation, it can be observed that the "top-level management" did not address or communicates with the team leader or staff except with the manager, followed by a directive. This act of communication from the top-level management may make the group of people who is being communicated to, feel highly defensive about themselves and therefore bring out a negative response. Also, the manager shows a highly authoritative leadership style which is associated with a great amount of negative reaction to the ideas presented by the staff team.  The manager is often known to reject the ideas and opinions presented by staff members, which further creates a feeling of frustration and disrespect among the employees (Motasemi et al. 2017). 
In addition to these activities demonstrating poor communication skills, managers also dismiss co-workers or the subordinate employees by referring to them with abusive or non-professional terms. Belittling can greatly hurt the sentiments of other people and affect their work. Most essentially, a negative remark from the top management can create an adverse impact on the confidence of the staff.
These practical examples from an organisational setting provide a deeper understanding of the poor communication skills that exist within the organisation. This can greatly affect the productivity of the staff and the organisation.
[bookmark: _Toc46499320]8.0 Recommendations for Improvement
The situations of poor communication within the organisation can be resolved by implementing the following within the organisational structure:
1. The organisation must follow two-way communication from the top management level to the lower and vice versa. The management should respect and pay attention to the opinions of the subordinate employees in the organisation.
2. The managers and the top-level employees can replace the directive mode of communication with their subordinates by a more neutral statement that helps the listener to feel "less defensive" and "respond positively".
3. The managers should stop pointing out the negatives and try to explore the problems and the processes of resolving the problems with a positive attitude. Providing rational explanations and optimal solutions to the "presenter of the idea" this can help to develop positive communication.
4. Re-evaluating the communication skills and training all employees of the organisation about the development of effective communication in the organisation can encourage a positive environment that can promote the feelings of positivity, confidence, reliance, and trust among the employees. 
5. Managers should exhibit a high level of understanding for the opinions and views of the "co-workers, employees, clients and other managers". This will make the employees of the organisation "more receptive to constructive criticism" and enable them to make professional progress.
[bookmark: _Toc46499321]9.0 Conclusion
[bookmark: _Toc46499322]Overall, the different models of communications provide a critical understanding of how "effective communication" can be developed within the organisational framework. It has been understood that communication models can help to foster workplace engagement and promote a positive environment for teamwork. Moreover, the theories of communication have been elaborated based on the specific communication skills that should be possessed by the employees. The barriers in communication can be observed from the instance of the workplace culture that has been presented in the report. The study has also provided suggestions for improving the situations of poor communication within a work environment, by training and further re training staff regularly. 
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