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''Communication is the exchange of thoughts, information, or ideas that results in mutual understanding between two or more people’’. 
It starts with an idea that becomes a message send through a channel.
The purpose of models of communication is to represent ideas, concepts, or thoughts more easily through diagrams.
There are several, Shannon and Weaver, Schramm, and Berlo’s.
The Shannon-Weaver Mathematical Model is considered the ‘’Mother of all models’’ and it was introduced in 1949.
It considers that communication has occurred when a message has been sent and received.
The limit is that it excludes nonverbal communication.
Schramm’s Model is an expansion of the Shannon-Weaver’s.
It enhances the role of encoding and decoding the message for effective communication and the essential role of the feedback.
The limit is that it excludes semantic noise.
Berlo’s model of communication has four parts Source, Message, Channel, and Receiver or SMCR.
This model includes nonverbal communication and the emotional aspect of the message.
The limits are that it does not include feedback and noise.
‘’Communication skills are foundational for individual, team and organization success’’ (Kinnick & Parton,2005)
Albert Mehrabian’s (1981) research found how the listener decodes a message:
- 7% verbal communication (words)
- 38% vocal cues (volume, pitch, rhythm, etc.)
- 55% nonverbal communication (body language)
Nonverbal communication includes facial expressions, posture, eye contact, appearance, etc. When your body language matches the words you are saying, it increases trust and clarity, but if it does not, this can generate tension and confusion. Nonverbal communication has five roles, repetition, contradiction, substitution for a verbal message, complementing such as pat someone on the back, and accenting.
It has a very strong role because it is quicker than words and even silence has a meaning. People also pay attention to the tone of your voice or the way you pronounce the words. It might indicate sarcasm, anger, or affection.
Barriers of communication can interfere with the message and let to misunderstanding.
These can be:
- Physical (e.g. closed doors and large areas)
- Emotional (emotions can take over the conversation)
- Cultural (certain topics can be a taboo for some cultures e.g. politics, religion, race, immigration, and sexuality)
- Linguistic (foreign languages or dialects)
- Psychological (mental conditions e.g. depression and social anxiety)
- Technological (e.g. internet slag), and many more.
Listening is also a big part of communication and is about gathering information. To be an active listener, you have to observe the cues of verbal and nonverbal communication of the partner, focus, acknowledge the message, and respect the speaker. Try to avoid distractions such as mobile phones and noises. Listening is not a passive process. You can interact with the body language through SOLER, which stands for sit squarely, having an open posture, leaning forward, keep eye contact, and relax. You should find a balance and not overdo it.
[bookmark: _GoBack]Communication is based; on context, formal or informal. Informal language is more relaxed or unofficial and is used mainly between friends, to gossip for instance. Formal language takes more effort; it follows certain criteria and avoids using slang terminology. It is used in official situations at meetings, presentations and to write letter.
During Term 1 of Effective team working and communication, we did some case studies that helped us to reflect and grow.
The first case study was Barry and Communication Barriers: Effective Communication as a Motivator.
Barry is a 27-years old restaurant manager. He is in charge of supervising the employees in the kitchen. For many employees, English is not their first language. The food safety training is not the best and often is not enough. One day Barry arrived to work without a clean uniform, lazy hairstyle, and dirty hands after working on his car. When he went into the kitchen, he noticed several trays of uncooked meat on the worktops. He was very frustrated.
Barry faces several communication barriers such as foreign languages, age gaps, ethnic and non-verbal aspects.
The solutions in order to address these challenges can be to start putting signs in employee's native languages, find new ways of communication to solve the age gaps problems and Barry should be more aware of his image. The credibility is a key factor to show to the restaurant staff that he cares about cleanliness and restaurant food safety.
Food safety is very important. Barry can speak with each employee individually and make sure that everyone understood the rules of food safety practice and are willing to follow them. Also, he can improve the training.
The second case study was Maria and Pedro.
Pedro works on a building site and Maria is his wife. One day Maria called Pedro and said to him to get her a chicken, Pedro answered with ''okay''. Once at home he told Maria that he understood the ''kitchen''.
Maria said to Petro ''to get a chicken'' instead of being more explicit using ‘’to buy’’ or ‘’go to the supermarket’’.
Shannon and Weaver’s model enhances how noise can compromise communication and let to misunderstandings such as the environment which in this case is the building site or poor phone connection.
The situation could be prevented by repeating two times the task to Pedro or sending him a message. 
Berlo’s model points out the role of encoding and decoding a message which is critical for a successful communication.
The third case study is the professor and the village people.
A Professor of English lived not far from a little village, which was largely uneducated. One night his house caught on fire and he went into the village screaming: ‘The edifice is being consumed by a great conflagration!’. They ignored him. When he asked them the next day why they didn't help? They answered with ‘But Professor, why didn’t you say that your house was on fire? We would have helped.’ 
The professor used complicate words to describe his house burning down, the language used was a communication barrier between him and the village people.
The village people had very little or no educational background. So he should have used easier words to comprehend.
It can be explained by the Shannon-Weaver Mathematical Model. 
The model emphasizes that noise can compromise the message which in this case is semantic noise.
The fourth and last case study we discussed is A day with the Chief.
Mark was rewarded for being the top salesman in his computer manufacturing company, with a free trip to the company’s head office in California the CEO, Alana Brown. He heard a lot of stories about Mrs Brown; mainly that she treated the employees poorly. He didn't know what to expect from the meeting and was worried about it. Mrs Brown was friendly and asked him a lot of questions about his work. Mark began to feel more comfortable and started talking about how the supervisor in London had failed on many occasions to take opportunities to increase sales and asked to be paid better. It irritated the CEO and ended the conversation on a bad point.
Mark was the top salesman in his company, but he lacked self-confidence and paid too much attention to the rumours about CEO Mrs Brown. They were in a formal context of a meeting, where there was no space for gossip about the London office. Mark evaluated wrongly the situation when he found himself in a more relaxing environment than expected. When he started to talk about how his supervisor failed to increase the sales and ask for a better wage, this made Mrs Brown frustrated and wanted to end the conversation. This could have prevented by remaining professional. (Adapted from Quintanilla, K.M. and Wahl, S.T. ‘A Day with the Chief’ in Maund et al. Chapter 4.)
I went to a professional college in Italy. Over a period of 3 years, I did 3 training internships of 4 weeks each in a Nursery, Elementary School and Hospital. I observed and took notes during these practices. I can say that the training in the Hospital taught me a lot about communication in Health and Social Care. 
The patient’s pain can be a barrier; it can make him not willing to collaborate. In this case, it takes time and patience to build a trust relationship between the patient and nurse or social worker. It is important to avoid communication blockers such as, accusing, judging, or interrupting.  Also never ask questions that will put someone in a defence position. The hospital environment can also represent a barrier; it can be stressful for the patient. 
The best way to deal with this as a nurse or social worker is through empathy, share other person’s feelings.  
In certain cases the patient can misunderstand your message; you will have to repeat slowly. Never raise the tone of your voice or show irritation. 
A scenario of poor communication can be the following.
A 60 years old man with diabetes type 2 recently had his right leg amputated. The nurse came at work and her task was to walk the patient in the wheelchair outside, the man was visibly unhappy and looking down. She tried to speak to him with no success. The patient noticed that the nurse brought him on the side of the hospital with the garden and started screaming that he had a pollen allergy and demanded to come back to the hospital. She did so and left him in his room without even saying a word.
What went wrong?
The patient most likely was not completely used to the wheelchair; he was upset and difficult to manage. I think that the nurse did her best to interact with him, but in the end, she let emotions take over her. In Health and Social care field, the best way to approach a case is to never take it as a personal attack.
Interacting with people can be very difficult; the best way to deal with it is by staying calm and have empathy, which is the ability to connect with other people's emotions and understand their experience. The medical staff needs to have this skill to provide better care.
According to the Ted talk of Celeste Headlee, there are 10 ways to improve a conversation; don’t multitask while listening, don’t pontificate, use open-ended questions, if you don’t know say it, don’t equate your experience with speaker’s, try not to repeat yourself, stay out of the weeds, listen and be brief.
Team working skill is essential in health & social care. When all clinical and non-clinical staff collaborate effectively, it benefits patient outcome and satisfaction, prevent medical errors, and improve efficiency. The team members should have the right strategist and practical skills.
Team working includes sharing responsibilities and accountability between the members.
Patients should be a part of the communication process too; this has been shown to minimize errors. Nowadays the new technologies and their management process are a key point.
Specialized professionals are a necessity in today’s world full of information which may lead to confusion. The right values help to harmonize the teamwork; these are honesty which means includes transparency about decisions and mistakes, discipline in carrying your role and responsibilities, humility includes recognize that you are all humans and make mistakes, etc. The principles of team-based health care are clear roles and effective communication. A team might face several challenges such as changing roles, changing settings which means the development of new terms in the care delivery system and the individualistic nature of health-care professions such as dentistry can represent a struggle.
Health care has changed with people living longer, having complex needs and higher expectations of what it should provide. The 6Cs: care, compassion, competence, communication, courage, and commitment are the base of health and social care.
Communication is an important part of everyday life. If used properly it can bring a lot of benefits in every aspect; work, love, and family. In a conversation, we might face challenges such as communication barriers and blockers, and the way to overcome these is through active listening and body language.
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(formal to a manager)

Dear Miss Prescot.

Iwould like to inform you know that for my September holidays I've chosen the 4th,5th and 6th dates. Please let me
know if it works for you.

Yours sincerely,
Mariana Rusnac
Waitress

(informal to a friend)

Hi Monica, how are you doing? I'm looking forward to our meeting next week. It's been a while since we saw each other
and I really miss you.

Much love, Mariana
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Case Study 1~ Barry and Communication Bariers: Effective Communication as a Motivator

Questions
1. What are the communication challenges and barriers Barry faces?
There are several communication barriers such as the language, age gaps, ethnic and non-verbal aspect.

2What solutions might Barry consider in addressing each of these challenges and barriers?
Barry needs to be more aware of his image he should be a model for the employees and show that he cares about
cleanliness.

Also he can start put signs in employee’s native languages and find other ways of communication to solve the age
gaps problems.

3.What are some ways Barry might use effective communication as a motivator for employees to follow safe food
handling practices?

Food safety is very important . Barry can speak with the employees and make sure that everyone understand the rules
and are willing to follow them.
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. Active listening” is a technique that require preparation. Conversation is not always about us, we need to pay
attention to the other person e.g. what they are saying, non-verbal communication, understand the meaning etc. Avoid
distractions is also important such as mobiles phones or noises.
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Mrs Gulnar Ali these are my answers for the Maria and Pedro case study:

1: Maria said to Petro ,,to get a chicken,, instead of being more explicit using
.to buy,, or ,,go to the supermarket,, .

2: Shannon and Weaver's model enhance how noise can compromise the

communication e.g. environment which in the case is the building site , poor phone connection
etc.

3: The situation could be prevented by repeating two times the task to Pedro or sending him a
message.

4: The Berlo’s model points out the role of encoding and decoding a message which is critical for
a successful communication.
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Qi: Why didn't the village people help the Professor?
The professor used complicate words to describe his house burning down, the language used was a communication
barrier between him and the village people.

Q2: What should he have done to get them to help him?

The village people had very little or none educational background. So he should have used easier words to
comprehend.

Q3: Whose model of communication do you think can explain this situation?

It can be explained by Shannon-Weaver Model.

Qd: Why?

The model emphases that noise can compromise the message.




