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Introduction
The focus of this assignment is to examine the different types of communication, the challenges we face when it comes to communicating and how we can manage conflict at the workplace.
Communication is the act of giving, receiving and sharing information with 2 or more people. There are different ways of communicating, a few examples are Verbal, non-verbal, visual and written communication.





















 
Berlo’s Model of Communication
 David Berlo formed his Sender, Message, Channel, Receiver model of Communication also known as SMCR in 1960. He developed this after Shannon Weaver’s Model of Communication (1949).
In his model he defined issues concerning the specific elements in communication making communication more successful, (Businesstopia.net 2019). The model concentrates on encoding and decoding which is explained in Berlo’s model, the sender is the individual who sends the message to the receiver, Channel is the way the message was sent e.g. technical machines maybe used or five senses a human being has. The Receiver then receives the message from the sender, he then decodes the message, depending on the receiver’s knowledge, culture as well as communication skills he should understand the message he has received. 
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My own experience using Berlo’s Model of Communication
Whilst I was at my previous workplace, I had received an order from the customer, so I wrote this down on a piece of paper and I sent it to the chef in the kitchen as I usually did. After the order was ready the chef instructed me to take the order to the customer as it was ready.
 However as soon as I saw the order, I realised the order/food was not what the customer had ordered. It turned out that the chef could not read what I had written on the note therefore assumed the order to be something else hence why the order was incorrect. I was the sender of the message, the channel used was seeing (written communication) and the receiver decoded the message incorrectly. After this situation I verbally read the order out to the chef and made sure he understood it properly, there were no issues after this.

Assertive Communication
Assertive communication is the capability to convey oneself honestly and clearly without belittling or judging the other person.                                                                            When being assertive you are making sure that you have been heard without being aggressive or angry, assertiveness allows a person to act in their own best interests, to stand up for themselves without feeling uneasy, and to communicate ones thoughts without denying them their own say, (Skills you need 2019).                                                                                                        Whether you are at home or at work assertiveness can help you convey yourself in a calm way it can also build your self-esteem and help you gain confidence, for example there may be a problem at work with a colleague and you need to address the situation. Being assertive in a troubled situation will help you gain control of what is being said as you are being calm and trying to diffuse the problem.
[bookmark: _Hlk28354641]Assertiveness can sometimes instigate adverse reactions or questions from people, (Griffiths and Dunham 2015, citied in Maund et al 2017 p.56). When you communicate in a way that is too passive or intrusive, your message will be lost as the person you are talking to will be getting ready to react in a negative way to what you have said, (Mayoclinic, 2019). 

My Own Experience of Assertiveness
I was at my previous workplace where I was a waitress and I realised I was being laughed at for some reason that was not in my knowledge, I brushed it off thinking nothing of it, however it happened a few more times and some of my work colleagues told me about the particular manager making snide comments about me, it was affecting me emotionally and it was stopping me from wanting to go to work.                                                                                                          I spoke to a friend about the situation and she advised me to speak to the manager in person and have it out with him. I went to work the next day and I said to my manager please do not go around saying things about me and making snide remarks, if  he has something to say about me then he should come and speak to me in person not to others, I also said that if this continues I will be reporting him to the head office. His reply was that he was very sorry he made me feel that way, and that it was just banter. In conclusion to this, being assertive in this situation made me feel in control and calm and resulted in me receiving an apology. 

Active Listening
[bookmark: _Hlk28355114]Active listening is the skill to correctly understanding what someone is saying. It needs exertion and obedience, at times some people may be engrossed in other things which then leads them to not understanding what is being said as they have missed most of the main points being spoken, ( Mccay, Davis and Fanning 1995, cited in Maund et al, 2017 p.52 ).
At times listeners maybe busy daydreaming about their past, or what they are going to be having for dinner or generally thinking about the other things they could be doing right now. Some listeners aim to be more focused on questioning or being critical then trying to listen what the speaker is saying. Active listeners require attention to posture, particularly they use physical posture to aid them to concentrate on what the speaker is saying, this shows the speaker that the listener is offering all their attention to what is being said. 
According to Maund et al, (2017), the abbreviation SOLER defines five precise practices that implement a listening posture,  S-Square, look at the person squarely, O-Open, keep an open position, do not cross arms or legs, L-Lean vaguely forward to communicate attention and concentration, Eye contact- Sustain straight eye contact and lastly R-Relax, keep relaxed.

My Own experience of Active Listening and how I’ll be using it in future
When I was volunteering at my child’s school, we would be called to attend meetings so that we can give feedback and voice out any concerns we may have regarding volunteering. The deputy head started the meeting and I made sure that I listened attentively for me to process the information into my mind, this helped me from diverting my mind to other things.     
 This meeting was extremely important as it was our opportunity to speak to the deputy head without having to make an appointment beforehand. The deputy head was very helpful she listened to our concerns carefully and took everything on board making sure that there will be a resolution to what we have voiced. Therefore, as myself and the Deputy head were actively listening to one another we understood everything.
I will be using Active listening in my future workplace as I would like to work in Health and Social Care. I will be actively listening to my patients and focus on what they are saying so that I can deliver the best treatment to them. Some patients feel isolated, lonely and scared when admitted to hospital or Care homes so having someone to talk to or have them listen to what they are saying helps them emotionally and mentally as at times they may feel like they are not being heard.

Written Communication Skills
Record Keeping 
In the healthcare sector written records of care given to patients/clients is very important for three reasons; To keep a record of what care the patient/client has received, to ensure that the care and treatment delivered is done safely at all times and to also ensure that there is a precise record of evidence that can be used if there is an issue or grievance from the patient/client regarding the care that they have received, (Royal College of Nursing 2016).  Record keeping is a written communication skill.

Confidentiality
Confidentiality is the when a doctor or medical physician keeps medical information of patients private. In social care e.g. in a school or Early years education it is the same as you cannot discuss about individual children with others apart from the parents.                  (Guidelines in Practice 2019).
This skill is very important especially when working in healthcare, any information about patients/clients must not be discussed with anyone outside of the workplace or with any of the patients/client’s family/friends without their consent. Patient confidentiality must be abided by when working with patients/clients, if you breach this you will be breaking the law and subsequently losing the trust of your patient/client. Maintaining confidentiality in the workplace is important in order to build trust and have good relationships with your work colleagues. 
When I work in the Health and Social Care sector, I will make sure that I keep all patients/clients data and medical notes private and confidential. If I chose to work in Early Years, I will ensure that I do not discuss about individual children with other people apart from their parents/carers. Any information given to me about a child by their parents/carers will not be shared with third party organizations and any child’s individual capability will not be debated with anyone other than the parents/carers.                                                                              

Conflict Management
Conflict is unavoidable at times in our lives, we can experience conflict at home too not just at our workplace.                                                                             Conflict is when diversified ideas or actions are communicated sometimes in relation to being too egotistical, (Study.com 2019). Difference of opinions causes conflicts amongst colleagues and even friends and family.
Conflict often occurs in the workplace due to leadership disagreements, for instance a team leader may have a way of doing thing that others do not always agree on. This leads to arguments, stress and job dissatisfaction.
Cultural differences may also be a factor to conflict at the workplace as sometimes one person’s beliefs or religion may not always be understood by others. In order to resolve conflict at work, you must acknowledge the conflict, ignoring the problem will only make things worse so it is better to deal with it effectively. When talking to the other person make sure to be calm and cooperative, express your views and allow them to do the same, understand their intentions and then voice your approach in resolving the conflict. Resolving conflict at work will in time make your work life easier and a little less stress free as you will not be worrying about getting into an argument with the said person again.



Challenges of Communication at Work
There are many challenges of communication that can be faced when working in the Health and Social Care sector. Working in this sector requires effective communication skills, for example as a carer you will be working with a different range of people in need of care. This can be very challenging even without thinking about the vast range of conditions and disabilities some patients may have.
Some patients may not be able to speak verbally so that would mean you would try and understand some of their needs by their body language and gestures. Some patient’s capability to communicate maybe affected by their sickness. At times some patients may even be embarrassed to communicate some of their needs to you, so it will be your job put them at ease and make them comfortable so that they can express their needs to you whenever needed.
Another challenge faced in relation to communicating at work is language barriers. This an obstacle that sometimes causes misunderstanding in communication between patients and nurses. English may not always be the first language for some patients therefore this makes it hard for them to communicate with doctors and nurses that are providing them with care. This sometimes may cause delays in the care that they receive as consent is needed for surgeries etc and if the patient does not understand the full details the care givers cannot go ahead with the procedures.
 
Improving Communication at the Workplace
In order to have good communication at the workplace employees should listen attentively, the better someone listens the better they will be at communicating. Prior to replying employees should ensure that they have heard the full message and grasped what the speaker is saying, (The Job Network.com 2018). Body language is a critical component when it comes to improving communication at work, sitting up straight when talking and speaking clearly will show confidence in their speech. Good communicators will always ensure that they listen to everyone’s opinions and allow everyone to have their own say in any matter.                                                                      
I have done an in-class exercise about communication, and the many problems faced at the workplace many due to language barriers. I identified the problems in the scenario and then wrote down how communicating effectively will improve these types of problems at the workplace.

Conclusion
In conclusion this report focused on communication and the different challenges faced using communication at work, the different ways of communicating we have and my own experience using some of these.
There may be a breakdown of communication because of many barriers that maybe ascribed to the sender or receiver, therefore a clear understanding of these barriers is essential to communicate effectively.
The benefits of good communication skills results in patient contentment, good relationships with work colleagues and an overall better working environment.
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Exercise2: Writing an e-mail.
You are 3 teacher of Communication and have received this e-mail from one of your students:
Dear si,
4 am writing to you because I am confused about Communication.
Could you please explain:
1.What Communication s
2. The Shannon-Weaver model.
3. What is meant by non-verbal communication and why it is important.
Mony thanks,
Lucy Mars.
Reply to the student and answer her questions. Use a diagram in your answer, if necessary.
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Ex.1. Read the cases and answer the questions that follow ___
CASE 1: Mary was working on some paperwork when her ‘daughter came into the room upset.
As the child told Mary what was wrong. and how she felt, Mary kept typing on her keyboard and
said, “It'll be OK,” and ‘Everything will be all right.” She was confused when the child only {
continued to become more and more frustrated. Just then, Mary’s phone rang. and she was all
excited when she heard her friend’s voice. They spoke for fifteen minutes and when the call
ended, she turned and said to her daughter, ‘Oh, darling, that was Susan. I'm so excited about.
seeing her tomorrow!’. The child broke down and cried. i
y weren't Mary’s calming ‘words having any effect on her. daughter?
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2. What could she have done to make the situation better?
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EhsE2: Steve was exhausted from work when his wife, Sally, came home. So he was quite
annoyed when she began telling him ail that went wrong about her day. He interrupted her and
‘eaid, 'Y s tired, can't it wait?’ The next morning while they were in the kitchen making
breakfast, Steve said, ‘Did | tell you what happened at work yesterday?. Sally said nothing, but
walked out of the kitchen.

T Whywas Sally upset?
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2. \hat could Steve have done to help the tension that had developed?
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