BMSW4002 EFFECTIVE TEAMWORK AND COMMUNICATION



[image: ]

NAME: NEH CHE       
     
 STUDENT NUMBER: 2018139            

 DATE: 20/07/2021

LECTURER: TIMOTHY HOPKINS

SELECTED CASE STUDY: FITZWILLIAM HOUSE 

TITLE: POOR COMMUNICATION AT WORKPLACE 

WORD COUNT: 2269


TABLE OF CONTENT
1. INTRODUCTION  ………………………………………………………………………………..3
1.1 EXECUTIVE SUMMARY  ……………………………………………………………………. 3
1.2 BACKGROUND  ………………………………………………………………………………. 3 
2. MAIN BODY  ……………………………………………………………………………………. 5
2.1 MODELS OF COMMUNICATION  ………………………………………………………….. 5 
2.1.1 SHANNON AND WEAVER’S MODEL OF COMMUNICATION  ………………………. 5
2.1.2 SCHRAMM’S THEORY OF COMMUNICATION MODEL (1954)  …………………….. 7
2.1.3 BERLO’S MODEL OF COMMUNICATION  ……………………………………………… 8
3. RECOMMENDATION  …………………………………………………………………………. 9
4. CONCLUSION  ………………………………………………………………………………….10
5. REFERENCE  ………………………………………………………………………………….. 11


















1. INTRODUCTION
1.1 EXECUTIVE SUMMARY
Communication has been identified in all walks of life, from social, societal relationships, politics, education, and businesses, to play a critical model in employee relationships, engagement, performance, decision-making and invites collaboration through careful participation in diverse modes. In terms of groupings, a team with better and effective communication displays promising success relative to teams with poor communication. Identified as a springboard to corporate success, businesses with better communication amongst their management and subordinates position themselves on a competitive advantage within industries, ubiquitous to political parties with a more straightforward interpretation of manifestos amass more significant votes.
Stulz et al. (2020, p153) outline that effective communication at the workplace outweighs other qualities of an organisation despite a robust fiscal business setup. Northouse (2018, p362) supports that being communicative serves as a universally desirable attribute required in leadership to buttress other outstanding qualities. Cole and Kelly (2016, p297) agree that organisational behaviour underpins the principles of communication in its execution and encourages managers to employ the values, mission, goals, and the overall associated culture in communication to develop better ways of doing things for success.
This paper outlines the importance of effective communication within Fitzwilliam House and recommendations to improve their communications for future productivity. The document is an ensemble of poor communication examples captured at the company and the significance on workers and the future ripple effects if left in the open for an extended period. The document also expresses the multimodal communication theories, including Shannon and Weaver, Schramm, and Berlo, history, structures involved and the extent of application in a given situation. Folsawange et al. (2020, p6) support that communication is everything at the workplace. However, some scholars like Boynton (2015, pp4 - 5) argue that effective communication through careful interpretation and regular feedback with continuous performance reviews make the workplace successful.
Finally, the document closes with appropriate communication skills for Fitzwilliam House despite other rigid structures deemed to fortify operational excellence. The company has a good staff size, external agencies to buffer spike periods; however, extra attention in communication either along or across the chain to assist the management would be grateful and the reason for the paper seeks to recommend.
1.2 BACKGROUND
Established under the guidance of the local members and the Suffolk Coast Council to ease the social care system within the locality by looking after the challenged public members, Craig Fitzwilliam sacrificed his house to accommodate the communal course in Woodbridge a suburb of Suffolk County, in 1993. The accommodation presents six equal-sized bedrooms en-suite, an ample living space, kitchen and garden facilities to welcome housemates and carers, with a manager’s office to administer the day-to-day running of the house. Marked in the good books of Ofsted through well structure policies and compliance to public health, the house is eye candy to the community.
Outside five permanent carers and a manager, Fitzwilliam house relies on external agencies at peak seasons (summer and Christmas holidays) to bolster the employee calendar and maintain business continuity. The house runs a robust training policy for recruitment agencies to assist their recruitment process while maintaining a cordial relationship to ensure flexibility at each staff demands for either day or night shifts.
Understandably, technology has transcended in varied forms and shapes from manual modes of communication at work to a well-organised system of devices centralised to produce meaningful data and produce alerts messages to fortify productivity relative to the former. Fitzwilliam House to date only operates with one computer and a cabinet-hold of shelving folders to accommodate daily notes per carer and residents’ health portfolios. Interestingly, carers notes exist in manual folders with no digital pads to generalise each carer’s entry per resident’s visit, including issued medications. Notably identified problems and crucial to the next carer over a new shift are poor handwriting and spelling mistakes, rendering the message challenging to understand. 
Another identified problem in communication at the workplace is the frequent adjustment of timetable without carers prior notice, which has invited unnecessary clashes having more than or absence of the required number of carers per shift. The mix-up in administration communication has posed significant hiccups in productivity and a big blow, especially during peak seasons where agency carers are heavily relied upon. Knowing shifts per communication is a priority for all workers to enable apt planning for the week and the day before. However, the channel of information, thus, the shift notice board needs reviewing to ensure smooth communication from the management to the employees, either external agency carers or permanent staff.
In the interest of smooth transmission of information between shifts, carers must observe absolute attention over notes. The notes are the foods, administered doses of medicines and times, and other activities taken care of over the previous shifts. The main concern is that the level of English language proficiency at recruitment from external agencies needs a bit of robust check to maintain the quality standards at the workplace. Since communication is the focal platform of service delivery to the residents and accumulating data through speech and writing, any spot mistake that stems from the training is detrimental to growth at the workplace. 
2. MAIN BODY
2.1 MODELS OF COMMUNICATION
2.1.1 Shannon and Weaver Theory of Communication (1948)
Described as the mother of communication and paved the way for further research into the subject, Shannon and Weaver’s communication model can be a perfect template for any situation. Published in 1948 initially in an article for Bell Technology systems Journal called “A mathematical theory of Communication”, Claude Shannon, a mathematician and Warren Weaver, an electrical engineer, detailed their theory to simplify communication to the world. 
In theory, are:
A. Sender (source of information)
B. Encoder ( transmitter)
C. Channel ( medium of transmission)
D. Decoded (Reception)
E. Receiver ( Destination)
In elaborating the theory at each stage, the model describes the theory in a linear form of communication suitably in reading books, pictures, movies, television, websites, advertisement, sign language, direct order in the case of military or court without any form of feedback. Scholars and researchers have critiqued the theory as fundamental without any feedbacks. To necessitate conversation between two parties requires a response from the recipient of the information; hence, there is a need for feedback.
From the fig. 1, 
[image: Shannon and Weaver Model of Communication]
Fig. 1. A diagram showing Shannon and Weaver’s model of communication (Source: Communicationtheory.org, 2016)
A. Sender: The origination of information at the start of every conversation. The message can exist in different forms, including speech, text, body language, signs, music, video, and pictures. 
B. Encoder: The part of the model that converts messages into transmittable formats appropriate for the channel’s programme. In the case of the detail in 1948, Shannon and Weaver used the principles of telephone; thus, translating the message from the sender into binary data or electronic waves/signals ideal for the channel to carry. 
C. Channel: This part demonstrates the medium of transmission. Channel can exist in the form of wire, electronic waves, vacuum, and space.
D. Noise: Also described as an interruption in communication or transmission error and can exist in two parts, including.
1. Internal - Sender/ Receiver affiliation due to headache, heavy accent, tone, stammer in speeches. Spelling mistakes, size of letters and colour blindness in texts messages or poor vision, interpretation alignment between sender and receiver and poor quality in pictures.
2. External - Interruption from a background in the form of a power outage, background sounds, faulty device, or channel disruption. In the case of the model example, a faulty telephone typifies the example.
E. Decoder: The part that translates signal waves into messages intended to be received. 
F. Receiver: The final part of the model where information gets to the recipient.
In relation between the theory and the workplace scenario in this paper, there is an observed poor communication in the form of poor notes between carers at shifts during handover takeover.
Sender ( text)
Encoder ( words / notes)
Channel (handwriting )
Decoder ( notes)
Receiver ( Poor handwriting) 
Every individual has unique handwriting and is solely familiar to the sender but relatively unfamiliar for another person to establish a general understanding of the handover notes relative to the use of digital pads which has a general display format easier to be read and understood.
2.1.2 SCHRAMM Theory of Communication Model(1954)
Earlier introduced to bring a halo effect in the already published communication theories, Wilber Schramm in 1954 published a circular communication theory which further delves more into two-way communication relative to Shannon and Weaver’s linear communication. Schramm focussed the theory mainly on the interpretation of messages in communication, inviting feedback from the recipients or audience of the intended message. Schramm identified that a sender could as well be a recipient in communication. The analysis described in fig 2 include:[image: diagram of schramm's model of communication]



Fig. 2: A diagram of Schramm’s circular model of communication  model (Source: Dew, 2019)
The model highlights
A. Encoder: The part of communication where the sender chooses the format to convey the message either in text, image, advertisement, body language or speech and in transparent mode intended for the receiver’s understanding.
B. Decoder: The part of Schramm’s communication analysis where messages are converted to the intended format by employing reading or listening skills to make meaning. Interestingly, on some occasions,  messages may be distorted due to poor listening, mode of delivery, intonation (either loudly or faint voice), oversight and many others.
C. Interpreter: This part is the most crucial part of Schramm’s communication theory, drawing much analysis into the information conveyed from the sender to the receiver. Sinding (2020) outlines that the understanding of a message is the key to every communication. The author stresses that if a message is misinterpreted against intended meaning, it can impact an adverse reaction such as emotional trauma in a relationship, productivity distortion at work and severe havoc in teams.
About the problems earlier identified at Fitzwilliam in terms of English language competency at the recruitment level, attention must be paid to training to maintain the standard level of training and productivity. The day-to-day roles at the workplace involve social care through play, medications, food, recreational activities with residents, notes shared with stuffs and other vital information to manager; however, a challenge in the language presents a barrier to communication amongst working staff and the residents (as in the case study of the Professor and the village people).
Encoder (Speech)
Decoder (Speech)
Interpreter (misheard)
2.1.3 BERLO’S MODEL OF COMMUNICATION  (1960)
Communication is central to our purpose of existence, especially in the era of communication where many expressions are put out through cultural maintenance in societies either verbally or non-verbally (Narula, 2006, p3-4). Additional to communication expression involves practices, ways of dressing, flags, customs, body languages; are many others to produce a sense f purpose to humanity.
Likewise, to other communication models by Shannon-Weaver and Schramm, David Berlo in 1960 patterned a slightly different communication theory analysis. Like linear communication, Berlo’s SCMR model employs a more profound sentiment at each stage of the process to buttress diverse perspectives in daily communication occurrences.
[image: ]
Fig.3 A picture illustrating Berlo’s Model of Communication (Source: Communicationtheory.org, 2016)
1. Source: The start of the communication where information initiates but communication skills, attitudes, knowledge, social beliefs, norms, and values in social system buried in culture are highlighted relative to the other models of communication.
2. Encoder: The point of the process where the sender chooses the transfer mode, i.e., text, image, way of dressing, sign, and speech.
3. Message: Involved in the context are content, elements, treatment, structure, and code.
4. Channel: Highly regarded as a sensual communication model amongst the others, Berlo employed all the five human senses (hearing, touch, smell, sight, and taste) as the possible channel of delivery before a receiver decodes a message.
5. Receiver: Appears at the end of Berlo’s model with similar attributes as the sender; however, Berlo noted that communication could be effective if both sender and receiver are on the same or similar listening skills.
Despite few drawbacks in theory with no room for noise, lack of feedback (as in the case study of Mariah and Pedro), and a sixth human sense of understanding to buttress the analysis, the theory employs the absolute concept of attributes for both the sender and receiver, spelling deeper understanding for Berlo’s perspective.

3. RECOMMENDATION
Communication skills are critical to a conversation between two people and mass communication either at the source of information or as the communication recipient. Therefore, total adherence must be paid to delivery modes and listening to avoid vital content in messages lost or misunderstood. In line with the problems aligned with Fitzwilliam house, it is important that;
1. Standardised and appropriate training is carried out at recruitment and training, especially with an entry-level of English proficiency, to maintain communication standards, which, when challenged, could be detrimental to the progress of the work momentum.
2. Technology has taken a toll on today’s communication and is an asset to productivity; leaning more to it guarantees a level of general communication relative to handwriting in the workplace, presenting more mistakes and misinterpretation with doses of medications and activities carried out in the previous shifts at handovers.
3. The relevance of communication is the transmission of information from a sender to an individual or audience. A general notice of changes needs announcing at the fastest accessible medium to enable continuous productivity without a dip.

4. CONCLUSION
Among the three models of communication in the document, there is no right or wrong. Each theory presents unique ideas and concepts but highlights much attention on communication in the case studies during the classes.
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