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1 Introduction 
Communication is “the various methods of sending information between people and places” and “the process by which messages or information is send from one place to another” (Cambridge Dictionary n.d.). 
As a student in Health and Social Care, I see communication as the bloodstream of this field, and I recognize the importance of an effective passing of information. The two main context in which health and social care workers use the communication cycle are individual and group communication.
Potential barriers:
1. Noise and different distractions can obstruct verbal exchange with sufferers with dementia (for example) and different cognitive impairments, who find focussing challenging.
2. Jargon. If jargon is used, it is better to provide an explanation for what it means.
In 2014 the Royal College of General Practitioners published a report about health literacy and referred to an example where a diagnosis of cancer was being communicated but because of the jargon used, the patient ended up considering the news as positive, when the opposite was the case (Nursing Times, 2017)


2 Models of communication
For many decades, the importance of communication has been acknowledged. Communication models help with the discovery of how variable communication is, and how this can transform the reach. 

2.1 Shannon-Weaver Communication 1948
This is a mathematical model, considered to be the mother of all models of communication” (Shannon, 1948) created by two American engineers working at Bell Telephone, with the key concepts of sender, encoder, message, where they considered noise as a factor, channel, decoder, and receiver and feedback added. In John Fiske's words, this is widely accepted as one of the main seeds out of which Communication Studies has grown' (1982). This model presents a better understanding of how the message perpetuates taking in consideration the literacy of the message and background noise, (Al-Fedaghi, 2020). 
This model presents communication as linear and considers there is an information source with an encoded message created or expressed by a transmitter. The message travels through a channel that may be affected by noise. The signal is intercepted by a receiver and is decoded into a message, and lastly reaches the destination (Trethewey and Goodall, 2017)

2.2 David Berlo SMCR Model
Published in 1960, it focuses on 4 main components for information to be communicated, sender, message, channel, and receiver. These components are essential to encode and decode the transfer of information. He called this a “message influence model” and considers the message to be a vehicle that transports information from the receiver to the source (Berlo, 1960). The main point of his research is that the receiver perceives the information the same as the source, and that the fidelity of the message is essential for that same message effect. When formulating the theory, he considered  lack of skills, culture, and individual attitude as a possibility of distortion of the message when encoding and decoding occurs. He pointed out the use of an appropriate communication channel. (Trethewey and Goodall, 2007). 

2.3 Schramm’s Model
Published by Wilbur L. Schramm in “The Process and Effects of Mass Communications” 1954. This model was compared with Aristotle’s model, and comprise of three elements: source, message, and destination. The message is encoded by the source, transmitted through some channels, and received and decoded by the source. In his research he considered that the experience of both sender and receiver should overlap to a minimum so that the communication to be possible. This is a cyclic model where communication is completed only when the receiver decodes the message in the exact form intended by sender and receives a feedback. Schramm believed that cultural background and experience are important factors in an effective communication when encoding/decoding a message. (Dick, 1983)
As a Health and Social Care Level 4 student I find Berlo’s model extremely relevant for my academic journey as he takes in consideration the skills factor as a means of passing are receiving information. I relate to this model as I find that the message transmitted by our academic support should, and it is, taking in consideration that we are students at the beginning of the higher education experience, so the material is presented in an understandable and relatable manner.



3 Communication skills
“Communication skills are a vital component of this, recognised by academia and industry” (Adams K et al. 2007). Important skills in ones professional and social life are writing, listening, visual skills, interdisciplinary and emotional intelligence.
Necessary skills in Health and Social Care field:
3.1. Active listening is both a verbal and nonverbal skill and means showing understanding and concentration on what is being said to you and offering full attention to the speaker. Studies have showed that patients who feel listen to by healthcare providers feel safer, trust more their medical and social care professionals, comply better with regimes and feel an overall sense of satisfaction. (Davis et al., 2008). Council for Graduate Medical Education implemented active listening trainings for their physicians.
3.2. Emotional Intelligence is “the ability to understand and manage emotions in oneself and others, is a valuable asset for health care professionals.”, (Faguy, 2012). This nonverbal skill is believed to improve patient relationship, builds trust and is directly tied to carrying behaviour and IQ levels. It has been overlooked and is a relatively new concept. Howard Gardner identified eight forms of human intelligence. Concepts like handling relations and recognition of other person’s emotions. And called them fundamental human skills (Altan et al., 2001).
3.3 Oral communication. This is a verbal skill, and it can happen in many forms. Most common forms in HSC are face-to-face and over the phone communication. Factors to be considered here are the speed of speech, the voice tone and volume of speech. When communicating face to face some behavioural factors influence oral communication, like body language and facial expressions. The advantage of owning and using a strong communication skill is that feedback can be given instantly, this leaves a small chance for misinterpretation to happen (Morgan, 2017).
3.4. Written communication. Sage Journal found that written communication used by healthcare providers with autism spectrum patients improves healthcare interactions (Nicolaidis et al. 2015). In healthcare written communication can take many forms like written notes, discharge recommendation, e-mails, and patient documentation. in recent years written communication has evolved from traditional paper to electronic (California Community College, 2016). The importance of written skills is strongly related to professionalism and legal perspectives.


4 Case studies
4.1 “The Professor and the Village People” (Appendix 1)
An English Professor lives near a village but had never visited the village as he and its inhabitants have nothing in common. One night his house caught on fire and he went into the village to ask for help. His choice of words when asking for help stopped the villagers from reacting.
We have studied this case study in class with our teacher and have spotted that because of verbal miscommunication the villagers did not intervened as they did not understand the Professor’s language that was too polished.
On another perspective, the villagers dismissed completely the Professor’s nonverbal form of communication, as his body language was sending a message of a form of distress.
This problem is best justified by Berlo’s Model of Communication. His concept of communication states that for an effective communication to happen, the knowledge of both the sender and the receptor should be in concordance. Berlo’s Model takes in consideration skills and cultural factor as possible barriers of communication, this being the situation in this case study.
Schramm’s Model can also be applied by acknowledging that the coding and encoding of the message should be in consonance.
As a possible solution to this case study, the English Professor could have used a more cordial and informal language so that the villagers could understand the message he was transmitting. 

4.2 “Maria and Pedro” case study (Appendix 2)
Pedro works on a construction site and receives a phone call from his wife, Maria, that wanted him to bring some chicken when arriving home. When Pedro got home was expecting to find his wife in the kitchen, instead Maria was waiting for him in the sitting room expecting him to bring chicken.
This case study was presented and discussed in class with our teacher and the nature of Pedro’s job, a building site where most likely loud noises are present, was identified as the causal factor of the miscommunication.
The communication problem is justified by the noise barrier present in Shannon-Weaver Model. Noise factor plays an important role in verbal communication and it distorts the nature and meaning of the message.
Berlo’s Model offers as solution the use of an appropriate channel when communicating. Applying his Model is likely that the miscommunication could have been avoided by choosing a different channel, like opting for a form of written communication (text message).
Schramm emphasised on the importance of feedback. If feedback would have been included as last step in an effective communication, the mistake would have been spotted and rectified.


5 Workplace examples

5.1 Example 1
“Words are the source of misunderstandings.” (Bazhenova et al., 2015)
 I work in Hospitality Industry and our Restaurant is the place to go for special occasions like birthdays and anniversaries. A couple decided to join us as a celebration of the boyfriend’s birthday, as it was mentioned in their reservation details. During daily briefings management transmit these details to the team by mentioning table numbers and reading their notes taken from the reservation system. One of my booking had such a celebratory dinner and my manager mentioned that “table 14 have requested a dessert plate with a candle and a Happy Birthday message”. Later, as table 14 was at the end of their meal I decided it is time to bring the dessert over and wish them Happy Birthday. I approached the table, but both of my guests looked confused and unclear about what was happening. I decided to ask if any of them is celebrating a Birthday, even a delayed one. They quickly replied “no”. I immediately went to find out what had happened. Turns out during briefing my manager had miscommunicated the correct table number having a celebration, this being table 24. 
The theory that could have stopped this from happening is Berlo’s Model of communication. He recommends that, for the accuracy of the message to reach the source from the sender, the channel must be revised. In this case, verbal communication happening during the daily briefing enabled this problem to take place. This could have been avoided by using written communication, as booking details and requests are available on the restaurant booking system (Appendix 3).
 Schramm’s model suggests that feedback must be given or received when communicating. The table host could have taken the feedback factor into consideration and check with him or electronic system where all bookings are available to see with symbols for celebrations. (Appendix 4)

5.2 Example 2
“Julian Treasure claims that we are losing our hearing. Maybe he has a point.” (Ohlin, 2019)
In the same restaurant Neringa is a bartender and proceeds to tell the General Manager that the delivery of drinks has not arrived on the scheduled time. The manager is doing laptop work. Neringa approaches him to say that some drinks will not be received on time, and that the bar will not be fully prepared for the upcoming busy service. The manager does not lift his look from his laptop and as she finishes talking, he just nods. At the daily briefing, all departments communicate to the rest of the team what items are missing from menu. Neringa proceeds to do so, but the Manager becomes angry and asks how it this possible. 
“Active listening is the ability to focus completely on a speaker, understand their message, comprehend the information and respond thoughtfully (indeed, 2018). This communication skill is very important. Shramm’s Model explained that the communication is not completed until feedback is received, this being exactly what Neringa should have done, similarly to Maria and Pedro situation. The barriers that the communication faced in this situation are encoding and decoding. Communication in restaurants helps the team come together and enables employees to work in an effective and productive environment. (De Jong, n.d.) The recipient, the manager, core responsibility, is to understand what the sender is trying to transmit through a message, in this case, the undelivered bar stock. By acknowledging the tow factors, feedback and the encoded message, this miscommunication could have been avoided.

6 Recommendation
Possible recommendation to avoid verbal miscommunication in a Restaurant are, effective communication trainings and getting into habit of waiting for a feedback when a message is communicated.
The use of work group specific tool to communicate, like mobile phone communication for briefings, important information, daily planners, as 99% of young people in the UK own a smartphone in 2020. (Statista, 2020)







7 Conclusions
This report has summarised the different communication models and skills, and the multiple barriers that stand between an effective communication and miscommunication. Appropriate examples for miscommunication were given and the relevance of communication was highlighted.
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‘THE PROFESSOR and THE VILLAGE PEOPLE

Lloyd b. 7/19

r from a
e 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.

y home
wept.

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

Q: Why didn’t the village people help the Professor?
Q: What should he have done to get them to help him?
Q: Whose model of communication do you think can explain this situation?

Q: Why?
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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 | asked you to get on your way home.”

Oh, no! I thought you said when | come home | will see you in the kitchen!

Q: Why do you think Pedro misunderstood Maria?
Q: Whose Model of Communication explains this confusion and why?
Q: How could this have been prevented?

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