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· Introduction
Communication skills and communication models have been the centre of work for the effective teamwork and communication skills module of the Health and Social care course, and they are the topics reported, explained and discussed in this paper.
This report is an overview of the existing effective communication models and an explanation of why these are so important in healthcare facilities, also, case studies and in class activities of the first term are discussed to expose the consequences of bad communication examples.
The objective of this work is to demonstrate why an effective communication work is essential in a social, personal and work-related exchange of ideas.
In health and social care, communication problems can lead to extremely dangerous consequences for service user’s health and wellbeing, therefore, this report addresses issues of a poor communication from the experiences of the author and how they could have been improved according to the literature cited throughout the paragraphs.

· What is communication
Communication is the act of sharing information between individuals through signals and this information can be passed by many channels including verbal, written, or body language.
The act of communicating involve a range of processes from both the individual who wants to share an information and the one who receives it, however, the ability to speak, listen, observe, analyse, process, and evaluate, from both sides, are essential for an effective communication (Velentzas and Broni, 2014, p.118).
According to Michael Fielding (1993, p.10) any organisation must ensure that a good communication is in place within the staff and with others in order to exist and function, therefore, Fielding stress the fact that the communication in an organisation must be as effective as possible, including with customers, suppliers, and between members of staff.
The ability of communicate effectively in a health and social care facility become highly relevant for a safe delivery of the services and patient’s safety. 
In many cases and even for simple task, more than one person might be required to work with the same patients, therefore, whereas is for the booking of a laboratory test or the sharing of a report, a lack of effective communication can lead to errors with consequences on service user’s experience (Coiera, 2006, p.92).



· Models of Communication
A model of communication is a conceptual and graphic scheme that explain the process of communication and the sharing of information.
In this report are going to be discussed 3 models of communication which are:
· Shannon-Weaver model of communication 
· Schramm’s model of communication
· Berlo’s Sender-Message-Channel-Receiver Model of Communication

The Shannon-Weaver model of communication is considered the “mother of all models” and it’s been first published in the late 40s by the homonymous authors in the book “The Mathematical Science of Communication”.
Claude E. Shannon and Warren Weaver (1964, p.3), treated the word ‘communication’ in all thinkable meanings and not only between people but including between machines or between individuals via machines including the one-way communication such as radio or television.
According to this model (Appendix 1), there are 5 factors that influence the communication and they’re identified and explained in the Shannon-Weaver model of communication.
The Information Source, or sender, is the individual who select the message that need to be transmitted, therefore, this person chooses to transmit the message in any form he likes, and it could be through an image, sound, verbal communication, written letter, etc.
The message selected is then encoded by the transmitter and it becomes a sequence of signals that are the actual information to navigate through the communication channel to reach the receiver.
The above is meant both whether machines are included or not in the process, for example, in oral communication the information source is the brain that communicate through the transmitter which is the voice and navigate through the communication channel which is the air.
The message reaches the receiver, which as opposite of the transmitter decodes the message and makes it understandable to the destination.
Following the same example above, in oral communication the ears would be the receiver and the brain would be the destination.
The noise is the fifth factor in this model of communication, and it is considered to be a set of all those signals that change, even slightly, the information originally transmitted such as distorted images in a television transmission or missing characters in a fax or letter. (Shannon and Weaver, 1964, p. 7-8).
The model is considered one of the most influential in the communication field, however, some critics point out that the model can be mainly applied only for interpersonal communication more than it can on group or mass communication and that, according to this model, the receiver plays only a passive role and that his feedback is not taken into consideration (Businesstopia, 2018, nd).

The Schramm’s model of communication is very similar to the previously reported Shannon-Weaver model, but it also takes into consideration the feedback of the receiver along with the other 5 factors, furthermore, Schramm argued that the background and skills of the people involved in the communication process are highly influential and cannot be omitted, also, he stressed the importance of the feedback stating that without an effective decoding and feedback from the receiver an effective communication cannot be complete (Wrench et al, 2020, nd).
Schramm’s model compared to Shannon-Weaver is a circular model and it makes the receiver a more active participant of the communication process (Bowman, 2016, p.32).


Berlo’s Sender-Message-Channel-Receiver Model of Communication (SMCR) is a model that divided the communication process as well but in a different way.
According to Berlo the 4 factors needed are the sender (or source), the message, the channel and the receiver, however, he did elaborate more the elements that do influence each of these factors during an exchange of information (Appendix 2).
The sender, or source, is where the message originates and the elements affecting this part of the communication are the skills, knowledge, culture, social system and attitude of the individual, also, these elements are the same affecting the receiver when the message is received.
The message is the information transmitted and is affected by:
· Content: The content of the message itself from beginning to the end.
· Elements: These are the verbal or non-verbal factors that might influence the message.
· Treatment: Is how the message is sent and in which form.
· Structure: Is how the message is structured.
· Code: Is how the information is encoded in order to be sent.

If any of these factors is not properly arranged the message will become harder to understand from the receiver.

Finally, according to Berlo, the channel refers to the 5 human senses (Hearing, seeing, touching, smelling, tasting) and the receiver must be able to pick up the message using a sensory system in order to decode it and understand it.

The receiver must be on a similar thinking pattern of the sender in order to achieve an effective communication, therefore, the skills, knowledge, culture, social system and attitude of the receiver should be similar to the ones influencing the source (Communication Theory, nd).

It is important to begin with the receiver in mind for planning the sharing of information and achieve an effective communication (Craig, 2006, p.13).

· Case studies
To better understand how a poor communication can lead to problematic outcomes 2 case studies have been undertaken in class and discussed as an activity to better understand what caused an undesired outcome and how these consequences could have been avoided.

The “Maria and Pedro” case study (Appendix 3) describe a situation where husband and wife talk using a mobile phone as a channel and how the environment around Pedro created misunderstanding between them.
In the case study, Pedro is a worker at a building site, therefore, the environment around him his noisy and full of risks to be aware of. Pedro’s wife, Maria, called him while at work asking if he could stop to get some chicken for dinner but he misunderstood the message and thought that he should have gone to the kitchen once at home.
This case study is a clear example of the noise factor in the Shannon and Weaver model. The case study shows how the environment and external elements can change the information sent leading to undesired outcomes.
The problem could have been avoided if Pedro gave feedback to his wife and confirmed what he did understand because, as Schramm stated, an effective communication is not complete without the feedback from the receiver.


“The professor and the village people” is the second case study (Appendix 4) analysed in class, however, this class activity had a different communication issue and is an example of how different communication skills, culture, and knowledge can create problems when an effective communication is essential to avoid misunderstandings in an emergency situation.
In the case study the professor’s house was going on fire and he needed immediate assistance from the people to save as much as he could, however, when addressing the village people, he chose complex vocabulary causing a lack of understanding from the receivers.
This case study is a clear example of what Berlo said when published his model of communication, and that the characteristics of sender and receiver should be similar in order to effectively share information.
The village people would have been ready to help the professor but genuinely did not understand the situation and kept doing what they were doing, therefore, the professor should have chosen a different vocabulary in order to match as much as possible the communication skills of the people to have a better chance of getting help with his house on fire.
In a care setting this equal an emergency situation in which more experience or advanced professional needs to communicate with an assistant for the safety of the patient and is important that the communication between them is fast and effective in order to avoid terrible outcomes.

· Experience of poor communication
Communication in the workplace could take different paths and sometimes this process is underestimated and can create conflicts and misunderstanding between staff.
The lack of communication between leaders and members of staff often takes difficult outcomes because of many factors, therefore, is important to keep in mind what are the factors that affect an effective communication.

At the workplace a common problem might be the misunderstanding between members of staff with handovers and to pass information on which tasks have been done and which are not.
From the author experience this is due to the fact that the sender is on a rush to end their shift or to move onto the next task, therefore, he does not wait for a feedback from the receiver or send the message with elements that can change the meaning and might result hard to understand from the receiver.
A good way to solve this kind of problems would be to take enough time to pass the message and wait for the receiver feedback, as Schramm explains in his theory, and making sure that all the factors of the message from Berlo’s model are well thought before passing the information.

· Conclusion
In conclusion, the communication is the act of passing information between individuals and it must be effective for a company to function and exist.
Especially in health and social care where the life of people is in the hand of the healthcare workers, is important that an effective communication is in place and everyone is trained accordingly, therefore, models of communication have been designed to help the understanding of the communication process and to make sure everyone knows what are the factors that influence the message when passing the information.
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APPENDIX 3
MARIA AND PEDRO CASE STUDY

MARIA and PEDRO

Pedro works on a building site and Maria is his wife.
One day Maria phoned Pedro.
‘Hello, Pedro, when you’re coming home, see if you can get me a chicken.’
‘Okay,’ replied Pedro.
When he got home, Pedro took off his boots and coat and went into the kitchen.
‘Maria, where are you?’ He said.
‘Here – in the sitting room,’ she said.
When Pedro went into the sitting room, Maria said, ‘Where is the chicken?’
‘What Chicken?’ Asked Pedro.
The one I asked you to get on your way home.’
Oh, no! I thought you said when I come home I will see you in the kitchen!

Q: Why do you think Pedro misunderstood Maria?

I think that Pedro misunderstood Maria because he was at work at the moment of the call and, because of the building site noises, he heard the wrong word which was very similar to the original sent by Maria. 

Q: Whose Model of Communication explains this confusion and why?
The model that explains this is Shannon-Weaver model of communication and explains it with the noise factor which is any element that influence the message sent from the sender.


Q: How could this have been prevented?
Maria could have sent a message instead or Pedro could have moved away from the building site to a more quiet place and give a feedback to Maria to confirm he got the right information.

Q: Whose Model of Communication explains how it could have been avoided?

Schramm model of communication explains that an effective communication is not complete without the decoding and feedback from the receiver.






APPENDIX 4
PROFESSOR AND THE VILLAGE PEOPLE CASE STUDY
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APPENDIX 5
EMAIL CLASS ACTIVITY
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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 you Task 1 (part of the Assignment for this module).

Student Name: Claudio Muratore Student ID: 1914794

Ex.1. Read the following passage and answer the questions.

The professor and the village people

A Professor of English at a well-known Welsh University lived in a large house not far from a little village. He
never went into the village, bur shopped in the town near the University because he had nothing in common
with the village people, who were largely uneducated and did manual jobs. One night, the professor fell
asleep while smoking his pipe and the pipe fell onto the carpet and started a fire.

When the professor awoke and saw the house on fire, he rushed into the village, screaming:
“The edifice is being consumed by a great conflagration!’
“The edifice is being consumed by a great conflagration!”

The village people looked at him and continued doing what they were doing.
‘Don’t you understand? He said. “The edifice is being consumed by a great conflagration!’

They ignored him.

When the Professor returned home, he saw that his house had been completely destroyed. He sat down on
the ground and wept. The next day, he went into the village crying. ‘Why, oh why didn’t you help me? My
home has been destroyed by the fire. | came and begged you last night.’ He wept.

‘But Professor, why didn’t you say that your house was on fire? We would have helped.’

Q1: Why didn’t the village people help the Professor?

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

Q3: Whose model of communication do you think can explain this situation?
Q4: Why?

Q1: The village people didn’t help the Professor because they couldn’t

__ understand what he was saying at the momentofthe fire,

Q2: He should have choose simpler words as the people of the village didn’t

_ bavethe same knowledge of the language as the Professor,

Q3: Berlo’s model explains that effective communication is not possible if one of
the individuals have a lack of cummunication as the village people in this case.

Q4: If one of the part has a lack of communication skills the communication
cannot be effective because the person cannot understand or send a message
correctively.
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Ex.2. Read the following brief and write a business email according to the instructions.

You are Director of Communications at your company and you would like an employee, Jack Daniels, to join
your Communications Training team.

- Tell D why you are writing
- Say what you have observed and like about his communication skills
- Tell him why you think he would be an asset to the team

Dear Jack,

Hope this email finds you well,

I’'m contacting you because there is been an opening in my Communication
training team and | personally think you would be the best man for the job.

I've noticed that you have a very singular way to communicate to people, making
them feel comfortable and relaxed while learning.
1 strongly believe that you would be a great candidate and that you could really

help people to start communicating better at their workplace if you are interested
on the position.

P s - - -

week.

na f -

Kind regards.

Claudio Muratore
Di fC P
Energie Fitness
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