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Communication and all his factors are very important in the workplace because 
to work properly and in harmony in a team there must be interaction.
To understand each other  people have to communicate so they share their
 ideas and point of view.

Communication is the process of giving and sharing information .
Verbal communication includes conversation between 2 or more people or
Written communication(Sounds, words, talking).
Non verbal communication includes body language and gestures(no exchange
of words, talking or sounds).

Berlo's  or SMCR model ( source, message, channel, receiver ) of Communication
 is  the communication process in its simplest form. The model  has  four
 component that are  influenced by different factors. 
To ensure the message is given as effectively as possible, the sender and the
 receiver must share some common ground.

Janse, B. (2018). Berlo’s SMCR model of Communication .from ToolsHero
[online]
Available from:
: https://www.toolshero.com/communication-skills/berlo’s-smcr-model-of-communication/
[image: ]

In SMCR model of communication 

· Source 
· Message 
· Channel 
· Receiver 



SOURCE 
The source is the person whom the thought  originates from and gives the 
Information to the receiver after putting is thoughts into words.

•Communication skills 

The source must have good communication skills to make sure the people listening 
to the speech understand the point he’s making.
The sender has to know how to speak properly (pronunciation,accent,take pause)
to make sure people understand and they are not bored.

•Attitude 

The sender has to have attitude to give the listener a good impact.
With the right attitude the sender can conquer everything and everyone
giving  them them long lasting impression.

•Knowledge 

 The knowledge is not the amount of qualifications the speaker has, is the capacity of 
giving all the information to the listeners and answering all their questions without 
having doubts .
To give a speech in public the individual has to have total  knowledge of the information 
he is giving .

•Culture 

The background of the listeners the sender is talking to.


MESSAGE 
When the source turns is thoughts into words 

•Content 

The source has to carefully convert his thoughts into a message by using the correct 
words because the content of the information has to be accurate for immediate 
impact to the listeners , that’s the purpose of communication.

•Element 

To give a speech without being boring and make the listeners lose interest ,the sender 
has to give a good impression to the crowd by having a good posture and nice
body language.

•Treatment 

The individual has to give his massage in a accurate form and can’t be casual about it .
And has to give the listeners the impression that he knows what he’s doing.


• Structure 

 A message has to be structured properly to be understood.

•Code 

In communication the code has to be correct, codes are the sender’s 
body language is all part of communication and if is not given properly 
the listeners will not be able to get the message.


CHANNEL 
Channel is the f it  connection from the sender to give information to the
receiver.
All the five senses (hearing, seeing, tasting, smelling, touching) are the 
channels that help people to communicate.

RECEIVER 
The receiver is the person that gets the message and has to try and 
understand it.
This is also called decoding.
Prachi Juneja and Reviewed By Management Study Guide
Content Team(2019)  Berlo’s model of communication [online]
Available from:
https://www.managementstudyguide.com/berlo-model-of-communication.htm
                    
EXPERIENCE IN MY WORKPLACE LINKED WITH BERLO’S MODEL OF COMMUNICATION 
In my working place there are a lot of people from different backgrounds and many of
them  don’t understand English so communication becomes hard (language barrier ).
The managers  and supervisors try to explain the jobs they have to do but they don’t 
get the message.
At times even the staff that has to work with them gets frustrated because they don’t 
Know how to make them understand what they have to do.

The manager originated the source and gave the message ,he might have good
 communication skills ,attitude ext. ,
but the culture is a barrier between him and the receiver so the massage doesn’t 
go true because their background ,language and habits are not the same.


ACTIVE LISTENING 
The listener has to observe the speaker gestures and body language and interpret 
and understand the speaker massage.
Active listening includes paying attention, reflecting, summarising and sharing.
There are different types of listening techniques like reflective and empathic listening.
EXAMPLE OF ACTIVE LISTENING IN MY WORKPLACE 
The supervisor gave me a group of people to train and explain how to do the job .
I had to give a speech for health and safety first of all because the people are new to 
the  environment.
After the speech I showed them a power point about health and safety and gave  them a 
test.
 The  feedback was positive and all the new staff passed the test.
I think my massage was clear that is why they gave a positive feedback and they were 
good active listeners as well from the results of the test .

ASSERTIVENESS 
Is a skill used in used in social and communication training.
To be assertive means to be confident enough to stand for your rights in a positive way 
Without being aggressive .
Assertiveness through aggression 
Aggressive behaviour is not a good attitude in assertiveness it means you don’t take 
other people feelings in consideration, and the other individual is stimulated to reply you 
in a non-assertive way either aggressively or passively.

SkillsYouNeed (2017) Assertiveness an introduction  [online] 
Available from:
https://www.skillsyouneed.com/ips/barriers-communication.html

Assertiveness in personal boundaries is important and shows the  individual’s confidence
 and self-esteem because and the ability to give limit to what they can accept.
People that don’t have confidence often say yes not because they want to 
because they feel obligated to and they don’t want to be left behind.
To become assertive is good in life daily activities, to stand up for your 
up for yourself is one of the most important goal in life.
Boundaries helps in shaping the answer we give to people and to our self.

Liya Panayotova (Dec 22, 2015) Boundaries and Assertiveness (online)
Available from:
 https://explorable.com/e/boundaries-and-assertiveness

CONFLICTS 
Conflict is a serious disagreement or argument typically a protracted one.
(Oxford dictionary)

 Conflict in the workplace 
 Conflicts take place in the workplace between staff because of lack of communication and 
reciprocal understanding.
Is normal to have issues in workgroups that are culturally diverse.
Dealing with conflict remains challenging because it changes the dynamic of the group, it can
have positive or negative outcome.

What courses conflict in the workplace?
For example the staff is from different countries and they don’t speak the same language 
(language barrier), different cultures and beliefs (religion and cultural barriers),
Bad communication and non-verbal communication skills, lack of empathy from management 
and dysfunctional relationships between the workers.
Conflict has is bad and good side because it helps people to open up and say what they have 
against each other but not in a calm way.
At times people feel or think something about each other and they might be wrong so is good 
to confront each other.
The key is learning how to manage conflict effectively so it can serve as catalyst rather than an
Hindrance to organisational improvement.

Leigh Richards (2019)How can conflict be a good thing for an organisation (online)
Available from:
https://smallbusiness.chron.com/can-conflict-good-organization-741.html

 The supervisor and managers play important roles as well because conflict management is an important skill that involves handling confrontations tactfully and constructively.
The aim for a leader is to yield a positive result from disputes and disagreements that occur between 
workers.

Liz Burton (2017)Managing conflicts in the workplace: A guide for line managers (online)
Available from:
https://www.highspeedtraining.co.uk/hub/conflict-management-in-the-workplace/


Skills for managing conflicts 

•Give support 
A manager always needs to be supportive , help his staff and be available.

•Be calm and in control 
Don’t argue and don’t be aggressive 

•Listening 
Always listen to your staff actively 

•Promote differences 
Accept the differences and show your staff discrimination is not allowed 


Bad conflicts 
•A break down in respectful discussion and inability to think properly about solutions 
•Blaming shaming and naming 
•Ultimatum / threats
•Disputes based on inaccurate information or assumptions 


John Curtis (2012) four ways to recognise bad conflicts 
Conflict resolution (online)
Available from:
https://www.johncurtis.ca/conflict-resolution/bad-conflict/



Conflicts can be handled in different ways 

Embrace conflict. When conflict arises, don't avoid it or pretend nothing has happened. ...
Talk together. Set up a time and place so you can talk for an extended span without outside interruptions
Listen carefully
Find agreement
Provide guidance
[bookmark: _GoBack]Be quick to forgive

Mike Kappel (2017)  6 Strategies to Resolve Conflict  at Work 
Entrepreneur Europe 
Available from:
https://www.entrepreneur.com/article/303617

Assertiveness and managing conflict 
Conflicts are part of life and if they are managed properly and effectively  they will give 
positive results.
Assertiveness is important for the management of conflicts because it helps you express your feelings and stand for your rights.

Written communication skills 
Written skills is important in communication because in this Morden days people don’t have to necessarily meet each  other ,almost every time we use technology to communicate with everyone around the world.
Writing properly is very important ( grammar, punctuation, spelling,) because the person reading your writing will have a good idea of you.
Before sending out writing communication is important to check and re- write  if there is a mistake 
or changes to do.
To better writing skills is better to read out loudly and read more.
Writing in the workplace 
Writing in the workplace is an important skill for everyone to have and it will take you a long way.
To write simple and precise sentences is very good for an employee and is of good help to the company.

Skills you need (2019)
 
https://www.skillsyouneed.com/writing-skills.html

· Record keeping 
Record keeping is the history of activities such as financial ,data keeping ,journals and documents.
Different types of record keeping 

· Accounting records 
The transaction you make in your business

•Bank statements
The history of your purchases and cash withdrawals (money in money out)

•Legal document
•Permits and Licenses
•Insurance documents
Amanda Cameron(2019) 5 Types of Business Records You Need to Track 
[online] 
Available from:

https://www.google.co.uk/amp/s/www.patriotsoftware.com/accounting/training/blog/types-of-business-records-need-track/amp/ 

In keeping records of any type we have to be carful in how we take them because we have to keep personal information confidential (keep private) and safeguard (protect the human rights of all individuals).
Communication plays a very important role in our lives .
We have to learn how to manage our time and feelings.
All of this factors are important and are good skills for the workplace and not only it helps us as well in our private life and daily activities.
Is good to have as many skills as possible or working towards achieving more.
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