INTRODUCTION:
My report reflects on my learning and will demonstrate my understanding of the ‘Models of Communication’ and ‘Communication Skills’ discussed in class
 (All modules were taught via’ Teams’, a chat-based collaboration tool that provided global, remote and dispersed teams with the ability to work together and share information via common space).
My report will demonstrate that I understand the meaning of the following terms: -
· Communication:

the process of sending and receiving messages or transferring information from sender to receiver, e.g., Verbal or Non-Verbal.

· Models of Communication:
the models used to explain the human communication process e.g. ‘The Shannon- Weaver Model’.

· Communication Skills:
the skills used to help enable you to understand and be understood by others, e.g., Active Listening, Empathy.
I will use my understanding to give examples of ‘Poor Communication in my Workplace’ and suggest how it could be improved in theory, from my findings in published literature.
There are 8 key Models of Communication, named after their founders, two of which we looked at in the class. I will focus on some of the Models to discuss in my report:
The ‘Schramm’s’ Model of Communication

	Sender

	M↓ ↑M

	Receiver


M - Stands for message





1. METHOD

I read the question making sure I understood what was being asked of me.

I put some of this report together, researching on the social networks, such as You-tube and Google.

I found out there are lots more of the key Models of Communication e.g., Aristotle’s Model;  

I went over what I learned in class and gave definitions to each of the terms, Communication, Communication Models and Communication Skills.
I took some examples of ‘Poor Communication’ from my own real-life events in the Workplace and at home and also from friends.
I discussed these examples of ‘Poor Communication’ and how they could be improved.
I then gave my conclusion. 















2. DISCUSSION
[bookmark: _Hlk67014385]Example of Conflict Communication in the Workplace - 1:
At my place of work, which is a High Street Hair Salon, the staff (made up of myself and other workers renting chairs) and a manager (who rented the Salon), had a big misunderstanding.
At the start of our shift, our manager noticing the empty dustbin, crossly asked us ‘Why is it that I have to buy the Bin Liners all the time?’ to this a heated exchange of words from him to us took place, we responded angrily saying ‘we are not the ones who should replace the Bin Liners’. Everyone was shouting and speaking at the same time and this went on for 5-10 minutes.
The conflict was over who should be responsible for buying the required dustbin Liners to rid the shop of Chemical waste.
The manager voiced that we the staff, should rota the responsibility amongst ourselves while the staff felt it was the manager’s responsibility.as he collected inclusive rents from the staff.
How could this communication have been improved?
There should have been some clear written policies for staff. In this example, staff should have been made aware of their responsibilities from day one.
Everyone including manager should know procedure to raise concerns or queries, outbursts are a recipe for disaster in this example, instead of the manager raising the matter openly before work, he should have called an official meeting or written a letter to the team.
Management should also provide training for effective communication skills and avoidance of barriers to effective communication like disrespect. In this example, everyone’s emotions got involved, as well as body language, no-one kept a check on their eye contact, tone and other communication aspects.
This issue could have been better approach by the staff putting themselves in the manager’s position, he was clearly fed up of having to buy the Bin Liners for everyone’s use.







Example of Conflict Communication in the Workplace - 2:
My friend who is a Key Worker in the Care industry told me about an issue that happened at work.
While working with a Client, the Client made a complaint to my friend’s Supervisor, telling him that she had not been given her medication on time that day.
What had actually happened was that the Client had mental health issues and communication was very difficult, and so the Client had wilfully lied to get my friend in trouble.
Immediately, the Supervisor asked my friend to go home, without even giving her a chance to prove herself innocent.
My friend was angry and very upset and left very emotional.
The very next day my friend was summoned into a meeting by the Manager.
How Could this communication have been improved?
It could have been improved by the Supervisor asking the Client to clearly say what happened?
The Supervisor could have gathered facts and any proofs instead of jumping to conclusions.
The Supervisor should have been ready to show both the Client and the Worker Empathy.
Record Keeping books, folders and files could have been used for documenting things like the giving of medications.
The company could have given staff more training for them to be able to communicate better with the Mentally ill.
At the very least my friend should have been shown respect from both the Client and the Supervisor. 









3. CONCLUSION
From my research I can conclude that in order to understand and to be understood by others, communication skills should be utilised.
My report looked mainly at the communication skills that will make the communication effective in the Workplace.
The benefits of effective communication in the Workplace have the Companies interest at heart as much as the Staff.
It resolves and reduces conflict and misunderstanding amongst the staff and management.
It boosts morale and helps production. 
It helps identify training needs.
It helps identify the talents, strengths and weaknesses of employees.

Effective communication is not just about thinking about what you want to relay but also about adapting your communication to match the recipient.
There are External Communications, these are telephone, meetings, presentations and conferences.
Written communications such as media, business letters, e- mail and leaflet.
All of these means of communication require, active listening skills, a skill where after listening you offer questions or relevant ideas to the topic of conversation or make comments.
Also, communication is a high percentage of just body language, therefore engaging eye contact, speaking clearly will help in meetings within the workplace
Strong communicators (feel no way) can accept and request critical feedback without feeling attacked.
Focus feedback always on task and not the person behind the task.
It is important to provide constructive input by focusing on the problems as well as all the possible solutions.
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5. APPENDIX
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