
Skills for the Workplace 
Module Assignment Submission

	Student Name:
	Michelle Young

	Student Number:
	1817010

	Module No:
	BMSW4002_LON

	Module Title:
	Effective Team Working and Communication



Statement of Confirmation of Authenticity

By the act of making this submission, the student declares that this is the work of the student named above. The work has not, in a whole or in part been knowingly presented elsewhere for assessment, or were assessment has been built on a previous assessment, this has been identified. Where materials have been used from other sources it has been properly acknowledge. If this statement is untrue, the student acknowledges that an assessment offence has been committed. 

Attention is drawn to the plargarism and unfair practice policies of both the university and of ILM.








Introduction
This portfolio will show evidence which demonstrates understanding of communication skills that have been learned within lectures this term. Where possible they will relate to the context of health and social care and using findings from published literature and suggesting how they could be improved. A brief analysation of a friend’s workplace will be given where communication has been of good or poor quality and how they dealt with the issues caused from this. Various methods of communication with be discussed and compared, these include the Shannon and weaver method and Aristotle’s who came up with one of the earliest models of communication. Non verbal models of communication will be analysed and how communication has changed in the last 200 years. How being assertive is essential when being a good team leader. 
Within lectures we have studied several different skills regarding communication. Communication is needed for every aspect of day to day life as well as in the work place, there are a wide number of ways we can communicate with each other though verbal, non-verbal, signs, symbols and media. Scientists have done many studies on how we communicate with each other.
[bookmark: _Hlk16621985]Over the last 200 years media communication has developed considerably from the first telegram being sent on the 24th May 1844 as it states in the (Telegraph, 2017)  “Samuel Morse sent America’s first telegram over a telegraph line between Washington and Baltimore”. Communication saw significant improvements from the first telegram being sent. In 1876 the first telephone call was made this is documented in the (Science Museum, 2018) on “10th March 1876, three days after publication of his patent, Alexander Graham Bell made history with a peremptory instruction to his assistant Thomas Watson: Mr Watson, come here-I want to see you. Crackly and indistinct, but intelligible, the words were the first to be spoken over the telephone”. Onto the internet throughout the 1990s, the methods of communication that are available in the present day are more widespread to an audience than ever before.
The Shannon and Weaver cycle model of communication was first introduced in 1949 explains that there five channels of communication which are sender, encoder, channel, decoder and receiver.
The source where the message starts from either an individual or a group, then the encoder sends on the message the actual message is content that is being sent to the channel is the means it is transmitted this can be any form of communication from verbal to media or any form, then noise is a factor taken into account, then the message must be decoded this is the recipient of the message, then lastly feedback when the message has been transmitted correctly. Good communication flows in a cycle the sender (source), encoder, channel and the decoder then followed by feed back to the sender, although this doesn’t apply so much to email sending (Narula, 2006. p.26).
The Shannon and Weaver model of communication compares to one of the earliest communication models from 2300 years ago. This model of communication was purposed by Aristotle and includes five elements of communication “the speaker, the speech or message, the audience, the occasion and the affect” (Narula, 2006. p.136).
This method still is applied to this day within communication email included, so for the decoder to understand and assist with an issue or to reply to an email with the relevant information correct grammar should always be used alongside a formal style of writing. This method was used widely up to the 1990s when the internet came everything changed as now any form of information is so much more widely available within seconds due to smart phones and almost everyone having access to them in the modern day.
[bookmark: _Hlk14274626]Written communication can be done in several ways as was discussed within lectures, the importance of differences between business and personal emails. With personal using informal use of grammar and having minimal structure required. A business email obviously being writing in a formal way with use of grammar, structure and sentencing being used additional electronic signature, auto reply and the correct usage of cc and bcc all being used within a business email. Email communication is vital in this day and age, technology now enables people to be able to send emails instantly this is obviously a much more affective method to those used in the past. Generations before would have to rely on postal services, telegrams or phone calls all of which may not be an instant service and some relying on third parties for delivery of the message. So, for the decoder to understand and assist with an issue or to reply to an email with the relevant information, correct grammar should always be used alongside a formal style of writing.
Being a competent writer and being able to spell and use good grammar correctly and effectively are skill which are associated with being well educated and being of graduate standard. Clearly there is a good deal more to being able to spell faultlessly, but if you litter your written work with errors it will have far less impact and be given far less credit than if there were none (Pritchard, 2008, p.135).
When writing a formal email, you would also include your name including title, address, date, ideally the person’s name who the email is being sent to if this is not known then Dear Sir/Madam would be appropriate, also within the email a structured body of information and where possible and electronic signature.
As mentioned previously communication also comes in the form of verbal and nonverbal. Good verbal communication is needed to be able to get by in all areas of life, but a large amount of all communication is non-verbal, there are four categories of non-verbal communication aesthetic, physical, signs and symbols. Aesthetic is communication though arts or dance or music etc. Physical communication is through bodily movements such as winking, frowning, eye contact laughing and smiling. Signs are used to communicate a message such as a man or woman sign for a toilet door or road signs. Symbols are material objects that people use to show social status such as designer clothes, cars and jewellery. There have been several models of nonverbal that have been developed to help professionals to facilitate purposeful interactions with service users. Soler is one of the most prominent models of nonverbal communication. As Healy (2012, p. 27) states “the Soler model was developed by Gerard Egan (2010) for councillors and case workers but can also be used as a framework for reviewing our nonverbal behaviour in other contexts. The meaning of the acronym SOLER is sitting squarely, open body posture, leaning towards the other, eye contact and relaxed”.
Listening is an essential communication skill if we do not listen to what is being said to us then how would it be possible to complete the task being given or even give a response back to who is speaking to us. As (Morgan, 2017, p. 266) states “active listening is the active search for an accurate understanding of another’s message, through the interpretation of verbal and nonverbal messages.” Active listening needs effort and is not easy, it is not the same as just hearing. Active listening requires a higher level of engagement from the individual and more processing of the information whereas just hearing is the passive reception of information via the ears. Active listening involves not making judgements and also not working out what next to say, it is ensuring we absorb as much information as we can. Accents, tiredness, distractions and getting emotional in regards to what is being said to us are all things that can disrupt the way the information is taken in.
The skill of being assertive requires a person to be confident and have leadership and followership qualities, when showing assertiveness as a leader of a team you need to be able to find a balance between passive and aggressive behaviour and to be able to get across the information needed in a calm competent way, to be passive aggressive means that you come across as unreasonable and maybe even hostile. Needing to be able to recognise the different between facts and opinions also to be able to give and receive criticism makes a good assertive team leader. A lot of people when criticised can become upset as they feel that they are being treated unfairly and that they are being put down in some way. Being able to criticise someone in a way they do not take offence takes practice. As (Cottral, 2010, p. 146) states “criticism does not mean pointing out ‘what is wrong’. Technically, criticism draws out what is good, bad and satisfactory”.
When leading a team and being an assertive team leader, it is good to be able to listen to the other members of the team respect and listen to there views and opinions also. As (Maund, Schriek & Tinkler, 2017, p.55) states “thus, it is important that members speak up either to promote other perspectives or to challenge ideas that are ill-conceived”. When teams are heard and treated fairly, they are more likely to work to a higher level of productivity.
When discussing communication within the work place with my friend Melanie Foster who is a level 3 nursery practitioner, stated how communication is vitally important within her job role both with parents, work colleagues and obviously the children in her care, for the day to go well all staff members must be aware of each child’s individual needs. A bad situation could result in a child being seriously ill through not getting the right communication from food allergies or not being able to eat certain foods for religious reasons as this follows the anti-oppressive practice the nursery follows so that they do not discriminate any clients because of their religious beliefs as this would be “treating somebody less favourably, for example, on the grounds of their gender, sexuality, race, disability ect” (Maclean & Harrison, 2011, p.41).
Staff must communicate verbally and non-verbally in regard to child safety the correct forms must always be up to date with contact information on who is permitted to collect the child also and allergies, need medication or has new medical issues. It is also highly important that parents communicate well with the nursery practitioners in regards to their child’s general well being for example the child being ill over the weekend then on a Monday being dropped off and the parent not informing them thus leading to the child not receiving the correct care they need. 
Melanie informed they have a communication book within their nursery where at the end of each day anything that has happened such as a child being sick, unsettled for no obvious reasons, not eating or any other general concerns of the day, they also have an accident book which logs every accident and forms are sent home to parents to report this as well. From this analysis it concludes that communication is essential within the work place without it everything would fail to run in a smooth safe manner, both verbal and non-verbal are equally important as staff who have worked one day may not be in the next to relay things verbally so written communication in a structured format is required.
The conclusion to this essay is that any form of communication in the work place must be kept at a formal level with the correct channels being used to relay the relevant information needing to be communicated through to the grammar and vocabulary being used. Methods of communication in regards to the cycle it is given in from viewing the Shannon and Weaver model compared to Aristotle’s it is clear to see in the last 2300 years the basic method of how we communicate has not scientifically changed with there always being a sender, channel and receiver for any form of communication to occur. Within communication it is needed to be a good active listener, this requires skill of taking in what is being said in full and not just agreeing as and where needed for good communication to happen this is essential. Whilst active listening is essential being a team leader and showing good assertive qualities are equally vital whilst in a team leadership role you must be able to give and receive criticism in a positive manner to ensure that on offence is taken.
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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 your Task 1
(part of the Assignment for this module).

Ex.1. Read the following passage and answer the questions on the next page.

Case Study: A Day With The Chief

Mark is a top-performing salesperson at a pharmaceutical supply company. As a reward for his
performance, he is treated to a trip to the corporate office in California to meet the chief executive
officer, Ms. Mills. Ms. Mills is known around the office as the “Wicked Witch of the West” because

of her short and sometimes abrasive demeanour.

Mark’s co-workers share “horror stories” of their encounters with her, stating that she rarely makes
eye contact, never smiles, and dislikes being approached unless she initiates the conversation.
Although he is excited to travel, he is also nervous about what he and Ms. Mills might talk about.
He prepares by thinking about how he can share his sales strategiés and techniques. On the day of
the meeting, he waits patiently for Ms. Mills’ assistant to call him into her office. When he is escorted
in to meet her, he is shocked to see a petite woman behind the large desk smiling back at him with

kind eyes. He approaches, shakes her hand, and waits for her permission to sit.

Ms. Mills is nothing like the horrible person they made her out to be. Ms. Mills asks Mark several
thoughtful quéstions about why he is successful, ways the staff can be supported, and how the
company fits in with his professional goals. Mark feels more and more comfortable as she leans
forward to listen intently to what he is saying. Mark loosens his tie, crosses his legs, and begins
sharing stories of how he feels his immediate supervisor has dropped the ball on more than one
occasion and that the team would be better if more money were allocatedr to incentives and
bonuses. Mark immediately sees Ms. Mills’ eyes begin to squint and her brow furrow. She stands

up abruptly and says in a gruff voice that their time is up and that her assistant will show him out.
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1. Given the professional context, what would you have done the same and/or differently if you
were in Mark’s position?

2. Do you think Mark accurately evaluated the context? Why or why not?

3. What communication factors led to the change in the chief executive officer’s disposition?
4. How could Mark improve his communication skills?
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Ex2. Read the following brief and write a business emall accarding to the Instructions.

Wiz an mil 103 business contact ar alleag i asking fr marmatian.
Prepare the sluatlon Usng the uestions below. The information can be real or Imaginary.
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Time allocated: 1 hour. Please return wour 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 your Task 1 (part of the Assignment for this module).

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

| (Kelly Quintanilla, one of your co-authors) have taught many successful workshops to business
professionals over the years, workshops in beautiful locations with enthusiastic participants. | also taught
one workshop that appeared to be doomed to fail before it even began. The topic of this 6-hour workshop
was conflict management. The group was a department whose members were currently engaged in a battle
with one another. Literally, half the department was not speaking to the other half. Some of the best
department members had put in for transfers. Productivity and customer service were suffering.

Knowing all this in advance, | had carefully selected a large room with comfortable chairs, round
tables, and good lighting. | had planned for several breaks with food and drinks in an attempt to foster
informal communication. The meeting environment was ideal. Unfortunately, an emergency water outage
caused the workshop to be moved to a room in one of the local museums. The meeting was scheduled to
begin at 8:00 a.m., but many people arrived late due to the last-minute change in location. Those who arrived
on time became increasingly agitated as they waited. Part of their agitation stemmed from the fact that there
was no coffee, no food, nothing. Despite several calls, the food order never made it to the new location. The
only place to get a drink or snack was a small, extremely overpriced gift shop that did not open until 10:00
a.m. To make matters worse, the room had about 40 mounted animal heads hanging from the walls. The
animal heads, most of which were in a growling pose, were very dusty, causing anyone with allergies to begin
sneezing and sniffling. The final problem was the furniture. The chairs were the small, metal, folding kind.
The tables were also small, and there were not enough of them, so the participants were crammed together.
i could not imagine a worse meeting environment for any group, let alone a group already engaged in conflict.
I needed to do something quickly.

Q1: What went wrong?

Q2: What would you have if you had been in that position?

Q3: Could the situation somehow be used to your advantage? Why/ why not?
Q4: Could any model of communication help explain this situation?
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