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[bookmark: _Toc29217613]INTRODUCTION
[bookmark: _GoBack]In the workplace today, Teams and Teamwork are essential for effective and efficient running of an organization.  A team can be defined as two or more people who share ideas or information and work together effectively towards achieving a common objective (Daft & A, 2001).  Teamwork can be defined as an ever changing process that involves two or more persons who communicate with each other to accomplish the appropriate organizational job functions, influence each other, uphold and control organizational cultural norms and interact with other groups to ultimately achieve a common goal ( (Maund, et al., 2017)With reference to the Health and Social care sector, teamwork can be defined as an ever changing process, which involves two or more health professionals, sharing the same health objectives, who possess experience and abilities that enhance one another, to make strategic arrangements and take decisions, by using both physical and cognitive impact, to achieve a common goal, patient care ( (Xyrichis & Ream, 2008)
Teamwork is important in the workplace, due to the diversity of abilities that exist within the members enables the team to brainstorm to cover and solve a broad range of challenges as well as use their differing unique competences to create novel ideas that creates competitive advantage.  Teamwork establishes trust and high morale among members which makes them more comfortable and open to share ideas, creating an open communication flow.  It enables members to help each other overcome difficulties, solve problems appropriately, reduce errors to the barest minimum, which allows an easy flow of work and in turn improves productivity.
Communication is the process of interchanging thoughts, opinions, emotions and intelligence via a medium between two or more persons.  To communicate is to exchange information with the aim of informing, influencing, persuading or entertaining persons (Kaliski, et al., 2007).  To excel in the workplace, one has to be able to communicate effectively. Communication is a two process of sharing information thus it aids employees to easily comprehend the flow of work, finishes jobs appropriately, be effective team members and perform well.  Communication creates trust and cooperation among employees which establishes an open culture, that is information flows freely and appropriately in the right direction up, down or horizontally, enabling employees to interact suitably (Daft & Noe, 2001)The importance of effective communication cannot be overemphasized as it is the key that binds and organization successfully together.
[bookmark: _Toc29217614]BLUEBIRD CARE
Bluebird Care is a company that provides support and care for Vulnerable Adults. They also provide care to individuals with physical disabilities of all ages.  They provide domiciliary care and cover Islington and Hackney Boroughs since 2013.  They provide care in such a way that enables individuals to lead their lives in the comfort of their homes’ safely, and make informed choices about their lives independently. Bluebird Care provides care that is person-centered, taking into consideration an individual's unique needs, preferences and choices.  In handling vulnerable individuals who have differing impairment or disabilities, to be able to communicate effectively is essential.  One needs to communicate to perform one’s daily duties and interact appropriately with the service users, colleagues and other complimentary professionals to ensure that the best quality care is provided.  Furthermore, challenging situations do arise in the care setting which requires one to be assertive and engage in active listening which are attributes of effective communication (Bluebird Care, 2019).
[bookmark: _Toc29217615] TYPES OF COMUNICATION
There are two main types of communication which are Verbal and Non-Verbal.  Verbal communication is the use of words to exchange information, this could be spoken or written words, while Non-Verbal is referred to body language or the non-use of words.
[bookmark: _Toc29217616]VERBAL COMMUNICATION
Verbal communication comprehensively includes our use of words as well as our oral sounds or fillers such as uhuh, hmm, oh! like and so on( (Maund, et al., 2017)Furthermore, for successful communication to take place, it is essential that the exact meaning of the other persons’ verbal pieces of information are understood, as the understanding of a verbal message is mutual (Maund, et al., 2017).
In the care setting a lot verbal communication takes place, such as face to face and telephone communications.   Telephone conversations are used to book appointments and clarify that things are going well with the service users and care worker. The face to face communication is used for induction courses for new employees, meetings to up-date employees of organizational goals and find out what challenges they are facing on the field. It is used for interviews for the selection of prospective employees as well as staff appraisal that involves a one on one discussion with the employee being appraised.  Oral communication especially face to face is considered one of the richest types of communication, because one can deduce several hints from it. It allows immediate feedback and can be structured to the suit the receiver. (Daft & A, 2001).  Verbal communication is also used to interact and establish relationships with individuals one cares for, one’s superiors as well as one’s colleagues at the work place.
[bookmark: _Toc29217617] NON-VERBAL COMMUNICATION
Non-verbal communication is the conveying of a message without using words (Daft & A, 2001)It is also referred to as Body Language.  Nonverbal communication can also be defined as an exchange of a message that gives meaning to someone or others, but without using written or spoken words (Maund, et al., 2017).  Such as facial and eye expressions, gestures, body posture, fidgetiness, physical appearance, touch, personal space just to mention a few.  Evidence has shown in a study by Albert Mehrabian, “Communicating without Words”, that body language (facial expression) has the greatest impact when communicating, (Daft & Noe, 2001)This indicates that one must pay as much attention to non-verbal cues as much as verbal communication.
[bookmark: _Toc29217618] THEORIES OF COMMUNICATION
1.  Shannon-Weaver Model of Communication (1949)
2.  Wilbur Schramm’s Model of Communication (1954)
3.  Berlo’s SMCR Model of Communication (1960)
[bookmark: _Toc29217619] SHANNON-WEAVER’S MODEL OF COMMUNICATION.

[image: Image result for shannon and weaver model]
(Michelle, 2018)
The Shannon and Weaver Model of communication is a mathematical theory of communication, which has a linear nature.  This model has seen in the diagram has a source from which information is sent, the information is encoded by the source, that is put into symbols that are convey the information.  This will be decoded by the receiver, that is converted into recognizable symbols at the destination.  They emphasize that information or a message could be distorted, which is referred to as “Noise” in communication. Noise could be referred to as communication barriers that affect effective communication or cause communication breakdown.  As shown in the diagram they evaluate the effective of the communication via the efficiency of the channel (Watson & Hill, 2012).
In applying the Shannon and Weaver model at the workplace, in handling a challenging situation of two employees who have had a heated argument, to be able to communicate with them effectively, one needs to calm the individuals down to eliminate the emotional noise first, that is the anger and the anxiety. Then one can organize a private or quiet area to discuss with the employees, which will be free of environmental noise or distractions such as clients and staff coming in and out of the general office, people talking at the top of their voices or even noisy vehicles such as ambulances or police passing by.  If one cannot totally avoid a noisy area one must try to actively listen and speak clearly, by slightly increasing ones voice and use body language.  Furthermore, if the employee has a hearing impairment one should ensure that the lighting is alright, as one might have to communicate using sign language, where eye contact, facial expressions and body language are essential to be seen clearly, if effective communication is to take place. One can also ensure that the room temperature is alright and is neat.  The employees in a calm and relaxed state, they need to be comfortable and free from any type of noise or distraction that could cause what is being communicated to be misunderstood. 





[bookmark: _Toc29217620]BERLO’S (SMCR) MODEL OF COMMUNICATION
[image: Image result for berlo model of communication]David K Berlo’s SMCR model of communication he expanded on the Shannon and Weaver model, dwelling on the sociological aspects.  The SMCR represents S – Source, M – Message, C –Channel and R – Receiver.
Roger Jefferson (Roger, 2020)
The components of Berlo’s process of communication were clearly identified by recognizing the importance of the Source and Receiver, the flow of the communication 
process is not clearly indicated but presumes that it is linear from the Source to the Receiver, while the synergy of the components and the feedback are not clearly specified but implied.  It indicates the impact of the societal and ethnical influences on effective communication.  That is ones’ societal and ethnical backgrounds affects how an individual encodes and decodes information in different ways. He emphasizes that the source and the receiver should reasonably have the same level of communication skills, while their attitudes, knowledge, social systems, and culture, should be taken in to recognition when exchanging information between two or more persons (Watson & Hill, 2012). In the UK individuals that need the provision of care are of diverse social and cultural backgrounds.  As indicated by Berlo’s model our social and cultural up bringing affects the way we use and understand verbal and non-verbal communication.  For instance, the rule of proximity that is, infringing upon an individual’s personal space, varies from one culture to another.  This depends on the type of relationship one has with a particular person, if its intimate, the gap between each other would be close, just familiar the gap will be wider, the more formal the relationship the wider the gap.  Touching too in some cultures is considered as being rude or inappropriate, for instance empathizing with a person in the care setting and putting your hand on the persons’ head is acceptable in some cultures, while the head is viewed to being sacred in others.  Also, handshakes and hugging of the opposite sex is not acceptable in some cultures while in some it is the norm.  Negligence of social, cultural and religious backgrounds of persons at the workplace because these factors set boundaries, could cause drawbacks or total damage to one’s professional career or to the company at large.  Thus, it is essential to take cognizance of them when communicating.
[bookmark: _Toc29217621]SCHRAMM’S MODEL OF COMMUNICATION (1954) 
Schramm built on the Shannon and Weaver’s mathematical model but emphasized on “How communication works” in his article ‘The Process and the Effects of Mass Communication.’ (Watson & Hill, 2012). Schramm presented 3 models where he finally emphasized that information has no effect, until it is transferred and changed into symbols that are recognized by the receiver[image: Image result for schramm communication model].
Judee K Burgoon
 The source encodes the information, then transmits it and the information is changed into recognizable symbols, that is it is decoded by the receiver.  He stresses that encoding and decoding are two important functions that need to be performed by both the sender and the receiver before effective communication can take place.  Both parties need to understand the information being communicated.  He further emphasized that both encoder and decoder must have a “shared range of experience” as well as receive a feedback to ensure that effective communication has taken place (Ma, 2015). In the workplace Feedback which Schramm emphasizes that without it no communication has taken place, is highly essential.  It is the response from the receiver to information received from the person who initially transmitted the information (Daft & A, 2001)It indicates whether what has been communicated is understood.  An organization receives a feedback from 
its employees and clients or service users to receive input from them, to ensure the smooth and continued running of the organization.  The employee’s feedback could be through having open and honest discussions, while from service users it could be face to face or questionnaires.  Companies do staff appraisals, where employees receive feedback about their performance and are able to identify areas of strength and improvement, which may require training. Giving positive feedback is easy and satisfying, while negative feedback is difficult to present, but if done objectively and constructively it yields positive outcomes.
[bookmark: _Toc29217622]CONCLUSION
Communication is essential for the workplace to survive because it is the interaction of people who exchange information to get things done.  Organizations also form teams and engage in teamwork, teams are comprised of diverse professional competencies who help each other and are able to overcome organizational challenges and problems effectively and efficiently to make the work flow smoothly.  This is achieved by the interaction and effective communication between the members of the team
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APPENDIX
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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.
[image: ][image: ]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: 'l heard you screaming but I 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 practice 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?
[image: ]
[image: ]
[image: ][image: ]
	

	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.


	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, 'I'm so tired, can't it wait?l. The next morning while they were in the kitchen making

breakfast, Steve said, 'Did I tell you what happened at work yesterday? Sally said nothing, but

walked out of the kitchen.



[bookmark: _Hlk29220463]Exercise2: Writing an e-mail.
You are a teacher of Communication and have received this e-mail from one of your students.[image: ]
[image: ]Dear Sir,
I am writing to you because I am confused about Communication.
Could you please explain:
1. What Communication is:
2. The Shannon-Weaver model.
3. [image: ][image: ]What is meant by non-verbal communication and why it is important. Many thanks,
Reply 
to 
the 
stude 
tand 
answer 
her 
questions. 
Use 
a 
diagram 
in 
your 
answer, 
if 
necessary.
Lucy 
Mars.
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