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COMMUNICATION SKILLS IN WORKPLACE

[bookmark: _GoBack]
Executive summary

  The entire report has focused on the overview and improvement of communication skills of the workplace issue with a discussion of the theories like Shannon-Weaver model, Berlo’s model and Schramm’s Model of communication. I will discuss a range of communication barriers, which may affect effective communication. The other procedures of communication like written communication, visual resource of communication have been analysed. The whole report will focus on my communication practice and improving my skills in workplace where I work as a Health Care Assistant (HCA)/Phlebotomist in a nursing team of a Doctor’s Surgery. Through this report I will try to provide a detailed understanding of the use of the communication skills that have been inculcated in the career level 4 in which I am working in (Skills for Health, Employability Skills, UK, 2007) and I will demonstrate that I have a good grasp of communication skills that are needed to successfully perform my roles and responsibilities as HCA/Phlebotomist in a GP Surgery in NHS. 



· [bookmark: _Toc489099718][bookmark: _Toc489103986]Introduction

	Communication is a vital and important factor in a team’s success. From personal life to workplace, it helps everyone to understand each other to perform the objective and goal. For every organisation effective communication among leader, manager, supervisor and employee is an important element of success. Communication in health care sector involves patients, family members, carers and a health care professional team, to improve patient’s wellbeing and provide quality care. In the workplace to ensure an easy workflow, effective communication is very much essential. It is seen that written communication is more effective way of reducing the problems in workplace.


· Range of communication skills: 

Communication is the process of sharing ideas, information, and messages with each other in a particular situation, time and place, though different way, like verbal and non-verbal communication, as well as visual and electronic communication. Verbal communication is the use of language, words, sounds and letters which includes writing and talking, and non-verbal communication is what we can see, such as facial expression, body language, gestures, postures and other signs of human body. Visual communication is the use of images or pictures, such as painting, photography, leaflets, brochures, videos, or films, and electronic communication is through telephone calls/ texts, electronic mail, cable or satellite television, etc. These are of common use in healthcare service in my GP to communicate and deal with the problems of variety of people.  

	As per Connor et al. (2016, p465), various issues such as interpersonal conflict, bullying, harassment and many more, may arise in the workplace due to communication gap or miscommunication between the team members, which can lead to stress, health issues and less satisfaction for job, and which can be minimised though effective communication. As per Saud et al. (2014, p.65), the discrimination in the working environment can be resolved with a proper verbal communication and with the help of complaint box. 
· Interpersonal communication: Interpersonal communication is the most common form of individual way of communication with others or way of exchange information which takes place face-to-face, through the medium of verbal and non-verbal message, at the same time in a same place. According to Merola et al. (2014, P670) interpersonal communication includes the active listening, personal presentation, body language and the context awareness. In the workplace there are six types of interpersonal communication that include the communicator's message, noise, feedback, content and channel. The communicators refer to both the sender and receiver where the message refers to the most important element in terms of interpersonal communication. Communication barriers can happen at every stage of the communication process which consists of sender, message, channel, receiver, feedback and context as shown in the following figure. 

[image: C:\Users\Bob Wilson\Desktop\communication-cycle.jpg]



In a communication in speech, writing or signals message sent or transmitted by Sender may be affected by the sender’s tone, method of organisation and several factors. Channel is a means through which massages are conveyed to the receiver, who will provide with feedback or comments in the form of verbal and non-verbal reactions to the message communicated. Effectiveness of the communication occurs when the intended meaning of the sender and perceived meaning of the receiver are the same where both receivers and senders critically are aware of each other’s context level. A message is not only encoded into words, the meaning of it is influenced by non-verbal language. To ensure effective communication, the message must be decoded and reconstructed by person 2, from the signals received from origin. 



· Communication theories:
· The Shannon-Weaver Model of communication, 1949 has been developed for an effective way of communication among individual. It has various components such as sender, encoder, decoder, receiver, message, medium and noise. The process includes the information source, the transmitter (encoder) followed by receiver (decoder) though channel and lastly the destination of message. In terms of workplace the sender is the originator of information which passes through the encoder from where the message is converted. After that, the decoder plays the role of converter of signal into messages. During telephone communication or through electronic media, where the ‘Noise source” describing various barriers, such as psychological state of a person to interpret the message of a person, language along with the jargons, or cultural differences which can interfere and distort with the meaning of the message. 
 				   
[image: ]
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· Berlo's Model of communication   

The sender-message-channel-receiver (SMCR) that denotes the Berlo’s model of communication where these factors have been discussed to make the communication more efficient. These four components in this model are affected by various sources. In terms of source, the factors that include communication are skill, attitude, knowledge, social system and culture. In the message, it denotes the information that has been passed for communicating. On the other hand, the channel includes the human senses such as hearing, seeing, touching, smelling and tasting. At last the receiver that includes the same factors as of source. In terms of workplace application of Berlo’s model of communication, lack of communication skills may create problem of communication among employees and with proper attitude and knowledge it can be solved. After, going through all the factors the message is decoded by the receiver during the communication process. 
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· [bookmark: _Toc489103994]Schramm’s Model of communication, 1954: 

In the Schramm’s Model of communication, it has been stated that the communication has been made through two ways that includes the sender and receiver. It has various components such as encoder, sender, decoder, receiver, interpreter, feedback, message, medium and noise. As commented by Saud et al. (2014, p.60), the encoding of this model has been the most critical part because it is the beginning of the communication. A transmitter has done encoding. When the information is successfully delivered to the receiver through a medium which is then interpreted. This model of communication simply shows the way of transferring the information from one person to another. As per this model, it is a never ending process because it includes the feedbacks and again the messages. As it allows the sender to interpret the message as per the requirements, thus the Schramm’ model of communication can be applied to solve the work related issues, where each of the employees are the sender and receiver. There has been a repetitive interpretation of message between the employees. The meaning ascribed to the message sent by the sender may vary according to the interpreting person. Even if the “encoding” is carried out very well, it does not ensure that it will be “decoded” accurately. 





· [bookmark: _Toc489099719][bookmark: _Toc489103995]Written communication
	
Written communication is the most common and effective way of communication among the employees. Various kinds of written communication, used to communicate with the employees are- Reports, Instant messages, Job descriptions, Employee manuals, Bulletins, Emails, Memos, Letters, etc. and with the service users this can be in the form of  Proposals, New releases, Advertisement, Contracts, Brochures, leaflets, posters, Faxes, Internet website, letters, mails, text messages etc. Asserted by Greene (2013, p50), the written communication is highly needed for developing any business. If the employees use this system, without having any need of face-to-face conversation, the organisation can send mail to their employees about any up-to- date events. It saves money and helps to keep proof of the company’s decision. The disadvantages are, there is a lack of confidentiality and secrecy, when the company gives notice on the notice board, as it is open to all.  


· [bookmark: _Toc489099720][bookmark: _Toc489103998]Communication through visual and electronic resources 

The visual communication system through electronics resources includes visual aids like typography, graphic design, signs, illustration, colour, etc. This system helps to understand the profit and loss of the organisation. According to DeFleur and DeFleur (2016,p 65), in any workplace there is use of visual and electronic resources to have a fluent communication. 

 The advantage of using visual and electronic uses is the employees do not forget the information easily as they visualise it. The disadvantage is if the employees are not efficient with this system, they would not be able to get the information. 







· Communication skills I need in my workplace:
A Health Care Assistant and Phlebotomist needs to possess good communication skills both verbally and in writing, to provide quality services to the patients, carers and health professionals. “ The Employability skills Matrix for the Health Sector” developed by the Skills for Health (2007, p17), has summarises certain communication skills for the HCA/ Phlebotomists which are reflected below. 

My personal responsibilities in my workplace vary extensively including direct and indirect relationship and adaptability with co-workers, supervisors, line-manager and the admin team members. As a HCA/Phlebotomist, to give quality care, ability to active listening to the needs of patients and doctors, being aware of body language, is a vital communication skill. Active listening to the questions and concerns, asking questions, clearly explain procedures to the patient to gain and understand the correct information, which help also the nervous patients put at ease and to cooperate with blood collections. 

I need to relate and deal with the patients from a wide range of backgrounds from different origin and culture and to use appropriate vocabulary for the complicated medical terminology to make it understand by the patients, maintaining good eye contact, to educate and inform them, to make sure that the information given is properly understood. 

I need to interview the patients to identify their current health, history and personal needs and to determine the way in which I can deal with patient’s needs. Before interview I take into account how the question should be asked on the topic, circumstances and environment. It helps minimising the misunderstanding and reduces stress of the patient. I use my interviewing, questioning skills and explanation skills. I need to take concise and clear notes and record the vital signs and problems of the patients, the service provided for the patients, etc to assist in determining the patient’s diagnosis and assure continuing and quality care by the doctors and the health professional.

Both verbal and non-verbal/ written communication and IT skills I use in the daily life to interact with and to instruct patients, to communicate the outcomes with nurses, doctors and other health professional, to deal with online complaints and patients’ feedback, to improve the quality care of my service and to deal with our partner agencies who offers certain programs for the children’s centre in Tower Hamlets through NHS mail and other digital communication system of my GP.  


· Analysis: 

Lack of communication can create uncertainty which may cause tension and anxiety among employees and create conflicts between the management and employees or between employers. It may obstruct the efficiency of the service of the GP practice. Effective communication can create new friendship, a sense of group work and distribution of responsibilities, maintain employee development and helps the entire team updated with new information, which helps reduce stress and negative attitude in a team.  It also helps eliminate the misinformation which is the root cause of misunderstanding that may lead to internal conflicts. 


 By monitoring set objectives, one can evaluate the work performance and reflect upon weaknesses. To evaluate my own effectiveness, I use self-evaluation method to identify my strengths and weaknesses and to determine whether I possess essential communication skills to execute my responsibilities and job role of my service. I have made a personal SWOT analysis on the basis of my roles and responsibilities in my workplace. It helps in determining my need of training and development for the purpose of improving effectiveness. 











· Personal SWOT analysis: 


	


Strengths: I possess
· Good communication skills for team work, such as negotiating skills, assertive skills, social skills to communicate, behave and maintain good relationship among the colleagues and work with others. 
· Verbal and non-verbal communication skills, openness and responsiveness to formal and informal feedback to and from colleagues. 
· Multilanguage skills to communicate and provide service as an interpreter/advocate to establish communication between the patient and doctors and nurses.  
· Good technical skills to operate systems (EMIS for NHS Health), other digital devices to record patient’s information, to communicate and deal with online services. 
· Leadership skills: I know how to respond to queries and complaints effectively, to analyse problem, to find out a solution, to encourage and convince the patients to avail the services offered by the practice, to organise and coordinate meetings and events for the service users. 


Weaknesses: 
· I am a character of less talking. Due to limited amount of responsibilities, sometimes I am unable to present myself appropriately in every aspect of my workplace. 


Opportunities:
· I am more employable than others when I get more freedom beyond my limited responsibilities. 
· I will have a better opportunity if I get my degree from my university. 

Threats:
· I am not assigned for advocacy. But due to lack of multilingual staff, I need to find time from the assigned job to provide service to interpret for the patients. Sometimes it gives me stress in my workplace and prevents me to offer the best quality service possible to my patients. It creates dissatisfaction of the patients and their family and the errors in recording may happen. 


As a HCA/Phlebotomist, in respect of my professional skills in communication, I have made a good progress since I have been employed. I feel that I have reached the required level of communication skills as stated in the NHS employability Skills Matrix and by the NMC (2010).  When I draw blood from patients, I need to explain the procedure to patients, and reassure the nervous patients. Along with drawing blood, I also label the blood for processing, record information in computer databases to communicate the outcomes for the follow-up by other health professionals. 

Along with the hard skills I possess strong communication skills to deal with anxious patients and the diversified group of people from different origin, culture and language. I have good command over multiple languages and good communication skills which are important while I do advocacy to bring help for the patients, doctors and nurses. My communication skills has beaten the record of the past years to attain the target level and being awarded the best Surgery by the GP care group network for two projects like smoking cessation advice and sexual health screening for the patient. I have demonstrated good collaborative and communication skills between patient’s family and professional colleagues. 

Clear, accurate records are also vital communication tools in the NHS (NMC 2008). I have acquired the requisite quality standards for record keeping as defined by NMC. My Line manager, practice nurses and other colleagues stated that my ‘record keeping’ is very clear and skilled in terms of recording patient consultation, immunisation and assessment. I will need to work on developing my verbal communication skills to let my voice be heard in my workplace meeting to raise the issues. 

· [bookmark: _Toc489099721][bookmark: _Toc489103999]Conclusion
Communication is very important in every aspect of life. Communication is the procedure through which people can make effective way of conversation. Strong team communication help build relationship among team members, ensure sharing new ideas and best practices. Not only that, it helps to learn how to manage conflicts in a positive way. A lack of communication within an organisation can decrease productivity, lower moral and be the cause of other serious workplace issues. If the organisation follows the communication systems like verbal, written communication, communication through electronic and visual resources, like my GP Practice, they can overcome the workplace issues.  
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