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[bookmark: _Toc27420421]Introduction
[bookmark: _Hlk27420708]Communication is the process of delivering any message to one person and interpreting that message properly by that person using channels or mediums (Shannon, Weaver 1948). This is a complex process what includes verbal, non-verbal and written form. Communication can be formal or informal, internal or external. The report portrays the communication forms and methods applied for working in the Greenfield Care Home Ltd, which is one of the prominent residential care homes in the UK. At the job period, I have implemented all the methods that were taught in the class such as nonverbal communication of being confident, using signs to express some specific things and so on. At the same time, I have applied verbal communication by delivering the message in a polite tone, simple sentence and without any ambiguity. Understanding the written communication helped me to send formal letters to clients, informal offer announcements to the stakeholders and so on. Moreover, I emphasized on the active listening skill in my workplace and focused on the assertiveness with controlling the anger as well as aggressiveness. However, I also illustrated my conflict management skill with my experience at Greenfield Care Home Ltd and finally showed how I can improve my skills in communication with necessary approaches. Thus different models and approaches are given which have been used in my workplace for establishing an effective communication. 


[bookmark: _Toc27420422]Communication Models and Approaches
Communication is a cyclical process that involves a process of delivering, channelizing and receiving the information (Communication methods, 2014). These approaches are discussed by several models in several theories which will be discussed in this section and related to the workplace implication of my own.
[bookmark: _Toc27420423]Shannon-Weaver Mathematical Model
Shannon-Weaver mathematical model of communication (Communication methods, 2014) this model exerts that the information is sent using channels where messages can get interruption of noise and other obstacles. The channel sends the message to the decoder or the machine which delivers efficiently to the receiver (Harrah, 2017). Through the same process, the receiver gives feedback on the received information. But the problem arises in the interruption while face to face communication reduces this risk. 

[bookmark: _Toc27420424]Berlo’s Model of Communication
Berlo’s model of communication (Harrah, 2017) this communication focuses on the path where the source encodes the message and then sent through the channel (Krizan, 2016). After decoding it, then the receiver receives the message. In this case, the source and the receiver need communication skills to interpret the message properly. Since the process does not have the feedback option it is riskier to convey. In Greenfield Care home Ltd, I used it for the advertisement and new product feature announcements. Thus I needed less feedback in this regard.

[bookmark: _Toc27420425]Active listening
Active listening is one type of method that is basically utilized by a person for the purpose of solving conflicts, giving training to the subordinates, and counseling people in case of problems (Maund, et al, 2017). Moreover, Maund, et al, (2017) emphasize that the listener listens to the person spoken to with emphasis and concentration. As working in the Greenfield Care Home Ltd, I used to be an active listener while serving the clients in the residential home. As there are a lot of old learning disability people and with  age and special needs issues they become nostalgic, poor memory, feel lonely, they use to talk a lot and expect someone to listen to them. Short attention span as a part of my job, I am required to be an active listener to be sympathetic to them and this develops my mutual understanding with the special needs people and aged people around me. I also urge that they be patient and share a two-way communication with me in a polite manner to solve the conflict. 
[bookmark: _Toc27420426]Assertiveness
Being assertive in a communication panel is the most challenging skill for a social being as it is associated with aggressiveness and anger if control is lost (Rich and Schroeder, 1976). For my work at Greenfield Care Home Ltd, it is the strongest part as I need to be an active listener to the old special need persons and people needed help for health issues. If I lose my control over my temper and become angry or aggressive at my work, I can’t sustain in this job as it requires more patient and politeness. So, aggression and anger in my career are burden and these must be taken care of while working at Greenfield Care Home Ltd.
[bookmark: _Toc27420427]Written Communication
When the thoughts and messages are expressed by writing a letter, memo or other in another format without talking or even meeting the receiver face to face is called written communication (Nystrand, Himley and Doyle, 2016). This form of communication is very crucial because of its importance in all aspects. In everyday life, written communication is used. From the course of communication, we have been clearly understood the importance of written communication in all aspects. This communication process can take place in the form of the following types.
· Formal or Informal 
· Internal or External
Formal communication in a written form maintains the protocol of writing while informal letter does not have any rigid rule to write. On the other hand, internal communication is build-up within an organization but external takes place outside of the organization or outside of the closer persons (Nystrand, Himley and Doyle, 2016). In the class, we have learned about the formal letter writing like CV, promotional materials, product information, and client receipt and so on. Those classes helped me to get qualified for the job in the first screening of the recruitment process. A well-formatted CV has given the chance to get selected for the verbal interview of Greenfield Care Home Ltd where I have been working for 5 years successfully. Without written communication in the best way, I could not find the opportunity to show my other communication skills learned from the class that is verbal and non-verbal communications. Moreover, in Greenfield Care home Ltd, I need to send letters in different forms everyday to maintain a good relationship with clients, give update the new service features and inform them on any urgency comes. At the same time, within the organization, written communication is maintained for giving any application, preparing the report and other (OLSON, 2015). In any formal letter, generally, I used the direct format where communication gets clear and easier to understand for the receiver. From the class, I have learned to make the formal letter very polite white worked out effective when I sent letters to the client’s family, clients or the manager even my fellow colleagues in a polite way. I also encouraged them for the response while they responded to my writing within a short time. For communicating in a written form within the organization, I used the short way so that the reviver can go through the lines and understand the meaning within a very short time. I used to deliver a written message using the following factors.
· Delivering the message using a positive tone 
· Structuring the sentence in the simple form so that one sentence can deliver one topic only
· Avoiding the clichés that may create complexity to understand the meaning
· Using the brief, accurate word which clearly delivers the message 
· Organizing the paragraph in such a way the front line expresses the summary of the topic
[bookmark: _Toc27420428]Managing conflicts in team work or staff team
Conflict means not in an understandable situation with a group of people and disagreement prevails in the air (Faulkner, 2013). In a team building approach, all the fingers are not equally shaped and so there is a possibility of conflict or discordant of opinions (Eunson, 2017). In my career at Greenfield Care home Ltd, I often face discordance with my colleagues or the admitted persons like aged people or wounded people, short attention span and poor memory. It is a common nature of a human that he or she wants to establish his or her own opinion in a situation. But we must not neglect others opinions too as by giving something, we can achieve something.  For example, once with my colleague at Greenfield Care home Ltd, I faced shifting problem and we ended up with disagreement as both of us needed the night shift. After a long discussion, we ended our conflict by mutual understanding and agreed to give him the shift that day and I take the shift the next day as he needed it most. On the other hand, once I encountered a new issue with my clients like one, sometimes when he likes a cup of tea and take long, she start to kick, bang her head and hit others clients and staff members, So l always go to her and explain why it has taken long then she comes down and she start to apologizing to the staff and the clients. This not only made the other clients feel comfortable but also it gives me enough comfort in my heart by helping her. So, in a team work, or staff team, it is highly required to manage conflict not avoid it. 
[bookmark: _Toc27420429]Improving Effective Communication skills
Since communication is a simultaneous process, it needs to be implemented effectively so that any misunderstanding may not hamper the good relationship as well as create other distresses. In the way of the course, I have to understand the proper way of making the communication more effective which I have to use my work life as well. During the work in the Greenfield Care home Ltd, I should use effective verbal communication for managing clients, deal with the new entrants, and meet with bosses and in any organizational task. A polite verbal language with a soft tone can smoothen the activity and the responses within a short time. Same way, I have to maintain the non-verbal communication with old age and special needs people residents who needs more care to understand. The non-verbal communication opened up the path of this job on the interview board as well. In my day-to-day office activity, I had to communicate with many clients in a written format which was also productively taught in our classes. A simple structured written communication effectively made the path of getting a response from the clients while getting a response from the written document has become one of the toughest tasks in this era (Schiffman, 2015). Thus, using the communication models, I have to build up effective communication within and outside the organization indeed. 
[bookmark: _Toc27420430]Conclusion
Greenfield Care Home Ltd is the working place where proper communication is one of the core tasks to perform its service activity. In the way of our course, I have learned a lot more about communication methods, different forms of communication that helped me to implement in my workplace. Moreover, the knowledge gained from the classes can effectively be applied in other activities rather than the workplace. In fact, a good verbal knowledge, a strong non-verbal activity and a profound writing skill can facilitate an employee to enhance his/her career path by virtue of effective communication and teamwork. 
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Student Name: fk QI%M“Q&Z G~ Student ID: /cffz,é 3 é é
Time allocated: 1 hourPlease 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 brief and write a business email according to the instructions
You are the Director of Communications at your company and you would like a Supervisor, Mary
December, to go on a training course in non-verbal communication because you have observed

- Tell Mary why you are writing
- Say what you have observed about her communication skills
- Tell her how you think this course would improve her skills-and her relationship with her fellow

that her non-verbal skills sometimes send the wrong message.

workers.
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Exercise2: COMMUNICATION: A CASE STUDY

As you read their case, think about how you might help communicate with the employee to
remedy the conflict. Answer the critical thinking questions at the end of the case and, wherever

possible, say whose communication model is relevant.

BARRY AND HIS STAFF

AN

Barry is a 27-year old who is the manager of a restaurant. He is responsible for supervising and
managing all employees in the kitchen. Employees working there range from 16 years old to 55

years old. In addition, the employees come from varied cultural and ethnic backgrounds. Formany,
English is not their primary language.

d tries his best to keep up with food safety issues

Barry has a Health and Safety (Food) Certificate an
the job training” about food safety

in the kitchen, but he admits it’s not easy. Employees receive “on
basics (for example, appropriate hygiene and handwashing, time/temperature, and cleaning and
sanitizing). But with high turnover of employees, training is often hurried, and some new employees

are put right into the JOb without training if itis a busy day.

One day Barry overslept because he had been working on his car until 2 a.m. He was rushing around

and reah_zed that he didn’t have a clean uniform. However, he managed to find one that was-not
_ very dirty. As he dressed, he realized that he needed a haircutand a good hand scrubbmg, especially

after working on his car. i

o the kitchen and notlced several trays of uncooked meat
been sitting at room temperature overnight. He called one
leave the chicken out when | told you to put them in

When he argived at werk he dashed int
on the work tops. They appeared to have
of the kltchen staff and asked: ‘Why did you

the fridge?’

The man replied: ‘l heard you screaming but | thought you were trying to talk to the chef above the

idn’t know you were talking to me’. Barry is frustrated and

noise Qf the food mixer he was using. | di
doesn’t know what to do. He felt like he was beating his head against a brick wall in trying to get

his employées to practise food safety.

o handle food safely. He has put large signs

He has made many efforts to get them to learn how to
FOOD COLD and WASH YOUR HANDS OFTEN.

all over the kitchen: KEEP HOT FOOD HOT AND COLD

“

Questlons'
s and obstacles that Barry faces?

What are the communlpation challenge

@ Wthh communication models can you use to explain Barry’s problems?
hese challenges or obstacles?

What solutions might Barry consider in addressmg each of t

/\‘ PO ‘(’)\ : 2|Page
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