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Introduction
This report will show the importance of effective team working and communication and explore how best to achieve this when working in an office environment. As we look at the various forms of communication, we begin to understand how best to communicate with others in order to achieve a common goal and to reinforce the importance of working together as a team-player. The report will look briefly at breakdown of communication and conflict management and looking at suggestion on how to improve or prevent it from happening. 

What is Communication
Communication is having the ability to transmit varied information to another person or persons’ in a clear and precise manner so that the receiver of that information can comprehend and reply, if needed, in the same manner. This process matters greatly, as it shows that the information sent was properly received and understood effectively enough to provoke a response. However, according to (Nordquist, 2019) communication is the process of sending and receiving directives through a series of verbal and nonverbal means. He goes on to say that speech, oral communication, writing, signs and behaviour are all mediums of communication. He sums it up as "the creation and exchange of meaning."  However, according to (Maund, Schriek and Tinkler, 2017) communication is the exchange of thoughts, information, or ideas that results in mutual understanding between two or more people.

Encoding and Decoding
This leads us to the Encoding and Decoding graph below. The idea behind this graph is to help us understand the processes of communication. The point of the sender is to get a message safely across to the receiver. For this to happen we need to have the necessary steps in pace for success. The sender takes the next step which is to figure out exactly what they wish to convey, this process is called ‘encoding’. When the message is formulised, the sender must then use which medium is best to send the message, this could be either by a phone call, text message, an e-mail, facetime or a letter in the post. When a suitable method is chosen the message is now ready to be sent to the receiver. Once the receiver gets the message, they in turn must process and understand the message received from the sender, this process is called ‘decoding’. Now they must set about formulating a suitable response and appropriate medium to send the message and in doing so the receiver now becomes the sender and the original sender becomes the receiver. This process can go on for a while, whilst they conduct their conversation. This continual looping system will continue until the conversation ends. What we can see from this encoding, decoding communication system is, if the whole process is conducted with clear and concise information this can be seen as effective teamworking and communication within any workplace, so if working within the health and social care sector this process would minimise errors and result in great client care and improved efficiency amongst the employees and employers. 
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Understanding Communication
For us to understand communication we must first look more closely at the different types of communication, as knowing how people relay messages can help us better understand the people around us.
Active Listening
· The difficulty with active listening is to stay focused on exactly what the other person is saying, to test if you are on the right track would be to paraphrase what the other person said to you and if they agreed, by nodding, or by saying ‘I am glad you are understanding what I am saying’ , then this is an indication that you are accurately using your active listening skills. This skill is imperative when working in the health and social care sector as listening well lessens mistakes and makes the client feel that you are concerned about them.
Verbal 
· For verbal communication to be effective within the health and social care sector it is important to choose your words carefully, to speak clearly and to check that the receiver understands what is being said, as this should eliminate any misunderstandings.
Non-Verbal 
· This type of communication is without using any words. It is said that non-verbal communication is used far more frequently than verbal communication but the trick of mastering this skill is paying very close attention to a persons’ actions. This could be about watching a persons’ body language or looking for signs in their facial expression, which indicates how they perceived the information you gave them. You can also gauge how they may be feeling, by the position of their body, like showing signs of being uncomfortable or uneasy. Another indication is to look at their eyes, are they engaged with yours’ or are they avoiding eye contact. Looking out for these social cues when working in health and social care could be beneficial to working out ways of assisting clients better.
Written
· The importance of written communication is that the information being conveyed needs to be accurate and as detailed as possible, so the reader is not left trying to decipher what the sender is hoping to get across. In the case of health and social care the more detailed, clear and concise the information the easier it is to be understood.
When we apply for a job, we naturally need to show some competency with our communications skills as this will be observed during the interview process, along with our employability skills, such as time management, attention to detail, research skills, organisational skills, good written and verbal communication and other useful and well needed skills. Demonstrating that you can show strength in these areas, could secure you the job you desire. So why do people clash in the workplace. Could it simply be about personalities or are there deeper reasons.

Teamworking
Teamworking is when a group of workers incorporate their individual skills in order to achieve a common goal. They would need to be great communicators and possibly possess great leadership qualities and having the ability to encourage and support other team-players. To establish a great way of working you need to have mutual respect and a strong desire to work as efficiently and effectively for the good of your team as being respectful of other peoples’ ideas will make them feel appreciated, which in turn will embolden them to perform at their best. The ability to defuse any conflict will need good rapport and negotiating skills. A major benefit is that everyone shares the responsibility and the rewards. The same general rules will apply when working in the health and social care sector with having empathy and patience as key factors. 

Breakdown in Workplace Communication 
Whenever you have people working in close proximity with each other, there is bound to be some sort of disagreement and that can impact the general feeling in the workplace and upset the teamworking environment. If people are not getting on, work cannot be productive therefore creating an ineffective working environment and no-one benefits from that situation.
When I worked for Royal Mail, communication breakdown happened on occasions. Low level clashes between a manager and a worker would escalate and it would typically involve an instruction given by the manager and somehow the employee would be accused of doing the opposite, resulting in the worker being extremely irritated and voicing that irritation in a loud manner, alerting other employees and garnishing their sympathy and support against the manager. Royal Mail had protocol in place that managers were meant to follow but somehow, due to extenuating circumstances, this procedure did not always go to plan. In the first instance, what should have happened was, on giving the instruction the manager was meant to test the employees’ understanding and this could have been tested in two ways, either by talking to them and getting them to repeat what was needed to be done or by the manager standing aside and observing the employee, to ascertain that the instruction was being carried out successfully. Failure to stick with guidelines resulted in animosity and resentment.

Managing Conflict
When there is conflict in a workplace it can become a toxic situation very quickly but what needs to happen is to look at the possible reasons why some people cannot get along. At times it is not just one reason or one person that causes conflict but there are likely to be several reasons and several people involved who contributes to the situation. This conflict may be the result of a clash of personalities which can lead to misunderstandings, or perhaps people, can often think that they are doing most of the workload or people have different ideas of how best to conduct business, resulting in a breakdown of communication. 
According to (Kislik 2018), it is never just one person who creates the tension that leads to conflict in the office but a series of people. (Kislik) believes the solution is to ask questions of the people involved and really listen to their response and to engage with a neutral member of management to come up with options and implement changes.
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When I worked for a publishing company, we had two women who were life partners, happily working side by side until a new employee joined our team. One of the life partners needed to work closely with the new employee and within a very short space of time, became sexually attracted to each other. Conflict arose extremely quickly when the other life partner realised the escalation of this new relationship was being paraded in public and this instantly change the atmosphere and dynamics of the office. In fact, other staff members were put in an impossible position of having to choose sides. The two life partners were the boss and the rest of the staff felt impotent in trying to manage the situation. This was finally resolved when the spurned partner moved sideways into another job role and office.
Conflict can be very destructive to everyone in the office and to alleviate the situation in a fair manner you must ensure that both sides walk away feeling that their voices has been heard and an effective resolution will take place. To achieve this, you need to make positive steps and considerations. Swetha Amaresan (2019) describe five conflict management styles that can fit most personalities and each of these styles has its’ own merit depending on the situation: (1) accommodating is whereby you put aside your own feelings in exchange for others. (2) avoiding is to ignore the situation, particularly if you believe it to be a trivial matter. (3) compromising is trying to meet people mid-way and to try to give each person what they want, if possible. (4) collaborating is to find a solution that will satisfy both sides. (5) competing is to take overall control and give them your alternative solution to the issue.
If managed well, conflict could be a positive step towards improving conditions between work colleagues in the office. As having the chance to air all the frustrations and annoyances and with the use of an effective conflict resolution strategy, this should stabilise the office and lessen the chance of re-occurrence. 

Being Assertive
In the workplace, being assertive is a skill that can be useful when dealing with the many personalities. If you can stand up for yourself and others, it is hoped that it will lessen the chance of being a target for inappropriate behaviour against you as you are likely to have the necessary coping skills to put your views across in a calm manner, that will not offend anyone. According to Skills You Need (2017) “Being assertive means being able to stand up for your own or other people’s rights in a calm and positive way, without being either aggressive, or passively accepting ‘wrong’”. Passive people do not possess enough assertiveness and these types of people could easily be victims to bullying in the office. They lack the confidence to speak up for themselves and find it easier to agree with others even if they really do not wish to partake. However, being confronted with an aggressive personality in the workplace will be most unpleasant. They simply cannot think beyond themselves and lack the ability to consider other peoples’ feelings and probably would not think twice about putting someone down for no real reason.


Conclusion
What we can see from this report, is just how important it is to make your communication as clear and concise as possible, particularly in the workplace. Utilising the basis essential skills of communication would make you more effective and efficient and increase your chances of gaining employment or strengthen your role within the work force. There are so many skills that we already have and when applying or working for an employer there are even more skills that we need to develop or get to learn on the job. 
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