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This report aims to demonstrate my understanding of effective team working and communication as well as their importance in the Health and Social Care Sector. The report discusses some of the main communication theory models as Aristotle, Berol and Shannon and Weaver. The communication in my workplace will be analysed and referring to the theories the ways of improvements will be presented. 

Effective Team Working Strategy

To work effectively in a group or a team requires an understanding of how they function (SkillsYouNeed, 2020). University talks about ‘group working’, as employers use ‘team – working’. Both group and team are formed of individuals, who want to accomplish something as working together. A group is defined as numbers of people sharing something in common, who meet together in relation to their shared characteristics. A team is a number of individuals who work as one to achieve a particular task/goal, to which they are all committed (Morgan, 2017).

The members of a high performing team understand each other, support and encourage each other during the task duration. All members of such team put their egos aside to work for the good of the team. In reverse to that, if there is tough competition between the members of the team, their pride and ambition obstruct the willingness to assist others and they blame each other when failure (Morgan, 2017).

At University, working as a group for the first time, that was our problem. The pride and the ambition of one individual, the bad communication, the missing support for each other, as well as having not enough information of each member’ work before the presentation, and lack of understanding and support from the group leader resulted in that we did not perform well as a team. 

How could we have improved? For a leader, we should choose someone who can bring people together, not someone who has good computer skills. The arguments between me and the leader should be avoided or tried to be constructive. I should lower the volume of my tone and allowed others to present their views and arguments. After all, I compromised and accepted one of another members idea for the good of all. However, we lost sufficient time in arguing. 

We should meet all together to discuss the project. We set a WhatsApp group to communicate, therefore it did not work well as we did not respond on time. We did not give support to the team member, who was behind the schedule. Instead of that I was pressing her to finish on time her part. 

In our defence, we were very confused as our lecturer was giving us contradicting information. We also did not have sufficient time to establish as a group and to know each other well.

The conflict we experienced is a personal/relational type. The root sources of this conflict type are self-image, identity, and lack of respect. We used a compromise strategy to resolve the conflict. All group members were given up something in favour of compromise. It resulted in a solution that did not please much any of us, but it did not offend or upset anyone too much (SkillsYouNeed, 2011-2020).

What could be the difference if we work as a team? If we work as a team, most of the conflicts could be avoided. In a team-working scheme, the leader is a responsible and understanding, with knowledge and experience. The members respect him. Working all day together, the team has more time to develop its dynamic structure and good communications between themselves. In case of conflict, the appropriate approach would be collaboration (SkillsYouNeed, 2011-2020). 

Communication - Description 
Communication can be described as exchanging ideas, thoughts and information resulting in mutual understanding between two or more individuals, or between two or more organisations. It requires a sender, a receiver and a message transmitted by channel. The idea is encoded by the sender as words, gestures, pictures, then he selects the communication channel (verbal or nonverbal) for the receiver to access them. The channels are telephone, voicemail, e-mail, online, letter, media. Receiving the message, the recipient decodes those symbols to be able to understand the sender. It is considered meaningful communication when the receiver correctly understands the sender (Griffiths and Dunham, 2015).

Models of Communication
There are various models of communication: Aristotle model, Berol’s model, Shannon and Weaver model, Schramm’s and more (MSG, 2020).

The first model of communication was designed by Aristotle. According to his model, the sender plays the leading, active role of the communication, while the receiver role is passive. The sender carefully prepares the thoughts and puts them into words to impress the receiver (listener) to respond and react accordingly. Aristotle’ model is the most common one, used in public speaking, lectures and seminars (MSG, 2020). 

Berol’s model of communication is taking in consideration the emotional aspect of the massage. The sender converts his thoughts into words and creates a massage. The process is called Encoding. The message is sent to the recipient by the medium. The receiver receives the message and tries to understand and respond. The process is called Decoding. To have a smooth conversation the speaker and the listener have to have the same level of understanding, which in a real situation that is not always happening (MSG, 2020). 

The most popular model is the Shannon and Weaver model. The sender is called the Source of information. From his brain, that information is transmitted to the mouth and comes as a signal, reaches the recipient alongside some noises and distractions. The recipient passes the message to its final destination or individuals (MSG, 2020). 

Components of Effective communication
Components of effective communication are active listening and assertiveness (Griffiths and Dunham, 2015).  

Active Listening 
Listening actively is fully concentrating on what is being said rather than listening passively. It involves all our senses. We need to show interest non-verbal by maintaining eye contact, smiling, or verbal by saying a few words to let them speaker be encouraged to continue. It will make the speaker feel comfortable, and communication goes easier (SkillsYouNeed, 2011-2020).

The listener should stay neutral and in a non-judgmental manner, trying not to take sides or opinions at least at the beginning of the conversation. Actively listening also involves patience. We need to give the speaker an adequate time to develop his thoughts and feelings (SkillsYouNeed, 2011-2020).

Verbal signs of active listening are positive reinforcement, remembering, questioning, reflection, clarification and summarisation. As listeners, we can say words or phrases such as ‘yes’, or ‘good’, or ‘indeed’, although it is better to explain why we agreed. Remembering the key points of the message or the speaker’s name is part of active listening. By asking relevant questions and/or making a statement we demonstrate that we pay attention to what the speaker has said (SkillsYouNeed, 2011-2020). 

Reflecting or paraphrasing what the speaker said can reinforce the massage and demonstrate that we understand his thoughts. Clarifying to insure that we correctly understand the message by asking open questions. Summarising the main points of the received message and repeating them back to the speaker gives him a chance to correct if we did not understand him (SkillsYouNeed, 2011-2020).

Assertiveness
Assertiveness is the ability to express ourselves honestly and directly without dishonour or disrespect others (Griffiths and Dunham, 2015).

Assertiveness is the most important skill for handling conflict. In our interactions with others, at work, at university, with customers, employers, colleagues, being assertive helps to express ourselves clearly, openly without undermining the rights of others or our own. Being assertive enables us to act in our best interests, and to stand up for ourselves without undue anxiety (SkillsYouNeed, 2011-2020).

How do we express the assertiveness? The first step is to describe our thoughts about a particular situation – I think. Secondly, we have to describe our feeling about that situation – I feel. Finally, we make a respectful request – I want (Griffiths and Dunham, 2015).  

Being assertive helped me to resolve a situation at my previous workplace. I had a disagreement with our subcontractor. His work was not done according to the project’ requirements. I talked to my boss, describing the situation - I think. I expressed my feeling, saying that I was not happy with his report (the job) - I feel. And we had a meeting to specified what I wanted to be changed - I want. I was very confident about the contract requirements. My assertive behaviour convinced my boss and the subcontractor, and they agree with my suggestion. As a result, our work was accepted by the Authorities at once without any comments.



Personal Evaluation
Working as an interpreter in the Health Sector I am successfully practising my communication skills. In those communications, I am in the position of a recipient. I receive a message from the patient in Bulgarian or Russian language and pass it to the doctor, translated in English. Then I receive a message from the doctor in English and send the translated message in Bulgarian to the patient. 

While giving presentations I use Aristotle’ model of communication. I am a very confident speaker and an active listener. I pay attention to the audience and use non-verbal ways to communicate with them. In my work as an interpreter, the communication model I use is Berol’s model, as in this model the emotional aspect of the communication is considered. With me being the interpreter, the conversation between the doctor and the patient is going smooth, and the language barrier is eliminated.

I have good interpersonal skills (Appendix 1). I have a meaningful and successful relationship with people. I understand them, and they understand me. I choose to study and further to develop a career in Health and Social Care as I am capable of dealing with different types of people regularly. 

My listening skills are classed as good (Appendix 1). I communicate with others with verbal and non-verbal signals. Nevertheless, I need to practise my listening skills and avoid picking bad listening habits. 

My emotional intelligence is above the average (Appendix1). I understand well other people and deal well with my emotions and the emotions of others (Appendix 2 and 3). Working in Social Care will be an enjoyable and successful career, particularly in counselling people when they experience problems. 

My verbal communication skills are above average (Appendix1). I use appropriate language and have knowledge when to talk and also when not to talk. I express myself well to others. Nevertheless, sometimes people wrongly understand my message, based on the tone I used. The way to improve is to pay attention to cross-culture differences and trying to keep the tone of my voice lower. 

I communicate well in group/team situation, and my skills are above average (Appendix 1). As a confident person, I feel comfortable to contribute to group settings. I feel assertive when expressing my thoughts and ideas to other team members. However, in case of disagreement, I take time to understand the views of the others and if they have better ideas, I agree with them. 

Conclusion
This report analysed my communicational skills and my experience working in a team. Studying the theories of communication and models and analysing their application in practice gave me knowledge and awareness of my barriers of communication and the ways to avoid or prevent them. I am successfully using the models of communication depending on the occasion. To be a good leader, working in a team, I have to be more assertive. The study on assertiveness gave me knowledge of how I can avoid the common barriers of communication. My abilities to work with people is giving me opportunities to have a successful and enjoyable carrier in Health and Social Care Sector. 
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From: Skills You Need hello@skillsyouneed.com
Subject: SkillsYouNeed | Interpersonal Skills Self-Assessment
your results.
Date: 1 Jan 2020 at 20:36:40
lo: malpavlova@gmail.com

SKILLS NEED

Helping You Davelop Life Skills

Interpersonal Skills Self-Assessment Results
Hello Mal

Thanks for completing the SkillsYouNeed Interpersonal Skills Self-Assessment.

Your overall score was: 82%

Based on the answers you provided you have excellent interpersonal skills, well
above average. You probably already enjoy a variety of meaningful and successful
relationships with other people, you understand others and they understand you.
You are a 'people person' and would probably be well suited to a career path that
involves dealing with different types of people on a regular basis. Of course you
can still improve your interpersonal skills further through good practice.

Your score: 75% (Above Average)
(You rated your listening skills as: Above Average)

Based on the answers you provided your listening skills are classed as good, you are an
above average listener. You are more likely to enjoy more meaningful relationships and
are less likely to misunderstand what others are communicating - you don’t just hear
what is being said, but bring together the verbal and non-verbal signals to gain an
accurate interpretation of other people’s views and opinions. You should continue to
practise your listening skills and try to avoid picking up any bad listening habits.

See our pages: Listening Skills and Active Listening for more on developing listening
skills.

Your score: 77% (Above Average)

Your score for the emotional intelligence part of the assessment was above

average. Emotional intelligence is a measure of how well you understand and deal with
your emotions and the emotions of others. As you have scored well in this section it is
likely that you usually understand your emotions and those of others quite well. A
higher emotional intelligence means that you are more likely to enjoy a more satisfying
and successful career and better relationships with others. You may be more suited
than most to counsel people when they are experiencing problems.

See our pages: Emotional Intelligence and Counselling Skills for more information.
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Your score: 77% (Above Average)

(You rated your verbal communication skills as: Above Average)

Your verbal or spoken communication is above average: you normally use appropriate
language and know when to talk, and when not to talk. Having good verbal
communication means that you can express yourself well to others — explaining your
ideas and opinions in such a way that they are usually understood by others. Of course,
you can always further improve your verbal communication.

See our pages: Verbal Communication and Effective Speaking for more information.

Your score: 95% (Above Average)

You usually communicate well in a group situation and your skills in this area are above
average. You are probably quite a confident person who feels comfortable making
appropriate contributions in group settings. Although how you behave in a

group situation is linked to your self-esteem, your ability to listen and process
information and speak effectively are also important. You may find it useful to watch
others the next time you are in a group situation for ideas on how you can improve your
communication skills further.

See our pages: Group Cohesiveness and Self-Esteem for more information.

s on Facebook and Twitter

19 SkillsYouNeed.com
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In-class exercise 1

Student Name: A’(a'(/“/l (L‘v ! w (Z VYV student ID: f i Oé [) 5\3

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 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 thmk hIS course would improve her skills and her relationship with her fellow
workers. c YT TRAINING (OURSe

a/r Dwmw[_

Lecturer’s signature: Z’ZL{ /\ZA/@ i Date: ML
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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 I 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. I 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?

2|Page
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In-class exercise 2

Student Name: A L“U }/74' PA' Vw i/A’ Student ID/Group: é&éQﬁ‘ﬁ ZM//O_{

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.

1. Why weren’t Mary’s calmmg words havm effect op her daughter?
MARY  DSED CALMING WEED'S _? He WASNT
Iz /1/§ HEL AL Z/—,L(:—

Z?‘Ub# TR .
Fé”zg/\/“/oggr CHE WHS PN TYPING. pUT Lhcz ON SIFE WA;’

SHE WAS DDIN&
What could she have done to make the situation better? T, /¢ a_ b
378 0P D{’ Sy (7 71 UbS T o w/w

KiAeT soP T TV P
FTERL SHe (&

] TECL IiFEk
DAUVGCHTER | T 2 z;c/ THYNE TS pK | MVIT 7O UOKRY

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, ‘'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.

Why was Sally upset?

SoLcy Whs TUps ET As wie N Site AME 1romeE Frony
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2. What could Steve have done to help the tension that had developed?
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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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