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Introduction
 The aim of this report is to analyze the importance of communication, the challenges of communication in workplace and how we can overcome these challenges. I will be writing about what communication is, types of communication, models of communication, importance of communication, challenges of communication, how we can overcome this challenges and strategies for effective communication.
 Hybels and Weaver (2004), define communication as “any process in which people share information, ideas and feelings”. Communication is the basis of our lives, every day we communicate in some way, by using words, gesture, or typing to send a message. Communication brings people together, closer to each other.
Communication is the exchange of opinions, information or ideas that lead to shared knowledge between two or more individuals (Maund, Schriek and  Tinkler, 2017).
 The process of communication starts with creating a message, then packaging, encoding the same message or idea and delivering to receiver, after is interpretation or decoding of the message by the receiver by his/her point of view. Feedback is the last step in the process of communication (Studymoose, 2019).
Communication may be deliberate or unintentional, may require standard or unconventional signals, may take linguistic or non-language forms and may happen in other ways (Velentzas and Broni, 2010).
Types of communication
 There are two types of communication: verbal and nonverbal.
[bookmark: _Hlk16354062] Verbal communication
Verbal communication is the interaction between two or more individuals using words and languages. It can be either oral or written. Verbal communication take place through  face to face conversation, calls, emails, letter etc. (Gallagher,2013).
For a full discussion, face-to-face communication is vital. Not only can all interested parties hear what is said in face-to-face communication, they can also see the language of the body and the facial expressions that provide key information to better understand the meaning behind the words (Vermeir et al, 2015).

Non-verbal communication 
Can occur without the use of words. Non-verbal communication includes physical communication methods, such as speech tone, touch, smell and body movement (Gallagher,2013).
 Peter Drucker said „ The most important part of communication is hearing what is not said”. Non verbal communication is made up primarily  of facial expresion and body language (Lowery,2016).
Being aware of what communication is and the types of communication people can comunicate better, but it is also  important to take in mind some of the models of communication. Communication models helps people to understant the process of communication and the description about the models and its importance will be discussed next.

Models of communication.
Shannon and Weaver model is a linear model consisting of a transmitter, a message, a channel where the message is transmitted, noise or interference, and receiver (Gallagher,2013).
Often, communicators blame the public for not accepting a message, but are often not applied properly to the sender encoding method or channel selected.This model lacks an essential step in the process of communication, which is feedback. We do not  understand if the recipient got or understood the message without feedback.
The model of Schramm is a two-way circular communication between sender and recipient . Each individual is both sender and receiver, so on each turn the message must be interpreted (Studylib, 2019).
When a sender transmits the information to the receiver, the receiver must interpret it and then offer feedback. Schramm  said the communication is incomplete unless the receiver gets feedback (MSG,2019).
Schramm's believed that the experience, knowledge and cultural background of an individual also play an important role in communication. Individuals from different cultures, religions or backgrounds tend to interpret the message in various ways.

Importance of communication 
Effective communication is a two-way process involving both sender and receiver effort and skill (Lunenburg, 2010). Having good communication skills is essential in healthcare sector, because it is required to interact with patients regularly, other healthcare professionals, as well to discuss patient’s health needs with their families, also helps build strong relationships. 
The importance of interaction in the healthcare industry can help avoid injury and death, boost patient and caregiver trust and strengthen relationships with other employees (PCC, 2016).
Effective workplace communication is an essential part of a business success; it enhances business and customer interactions and improves employee engagement and the overall efficiency of a team (Zambas, 2019).Employees with an ability to communicate verbally and in writing are more likely to advance the corporate ladder. For a well-functioning workplace, effective communication between executives and staff is necessary (Heibutzki, 2018).
A short reflection about my workplace communication
 I used to work as a healthcare assistant for about four years through a recruitment agency. I worked with people with dementia, people that have Alzheimer, Parkinson, learning and speaking difficulties and elderly. Communication with patients was made Face -to-face, I needed to be aware of my body language, of patient culture, believes, knowledge and religion. To ensure that the message I wanted to send to the patient is understood, I had to be concise, concrete, give them a coherent and complete information in a polite manner.
 Communication with other staff was made also face-to-face, but sometimes I needed to write reports, send emails or give phone calls. Writing skills is essential in professional life because we can communicate effectively, helps define goals, identify problems and find solutions.


Challenges of communication
Good communication is essential when debating processes, patient needs, and all information about the history of patients. The risk of patient injuries, death, and malpractice increases when significant data is misunderstood (CFI,2019).
For example, exchange of patient information during shift changes is a long process. Because of the length of time it takes to exchange this information during shift changes, the first contact with the patient can be delayed.
  Communication is not easy or straightforward. Because efficient communication is important, it is beneficial to investigate possible barriers. Communication mistakes can be avoided if people are aware of possible barriers (Gallagher,2013).
Physical barriers
 Anything that can physical reduce or distort the message may be a problem. The physical obstacles are part of the organizational setting or internal work-space design issues, technological issues and noise (Gallagher,2013).
Emotional Barrier 
 Emotions play an important part in any conversation. No matter what type of communication people are using verbal or non-verbal, the impact of feeling and emotions cannot be ignored.
Cultural Barrier
 Cultural differences are beliefs, languages, behaviors, practices and expressions that are considered unique to members of particular ethnicity, race or national origin. Cultural barrier is one of the widely seen barrier in communication (Gallagher,2013).
Different cultures have different meanings in terms of words, actions, and gestures. Culture also provides rise to prejudices, ethnocentrism, manners, and views. It shapes the way individuals believe and act (Businesstopia, 2018).
Cultural differences between patients and healthcare professional may cause misunderstandings. Realizing how culture can influence the perceptions of a person's health and medicine can make a difference in understanding and communicating with the medical needs of a person (Powell,2019).
There are many other barriers like: semantic, language, gender, hierarchy, information overload and lack of focus, and it is important to know how to overcome these barriers.

Challenges of communication in workplace
There are many communication obstacles, and these can happen in the communication process at any point. Barriers can distort the message, so people risk wasting time and or cash by causing confusion and misunderstanding (Skillsyouneed, 2019).
Barriers to communication can lead to misunderstanding, frustration and demoralization not only for patients but also for health care professional. Poor communication can affect a patient health and well-being. Working as a healthcare assistant in a care home with 120 patients, I have encountered many barriers of communication. 
At my workplace I interacted with different people from different background, with different believes, culture, knowledge and people with diverse impairments. Some of the challenges that I confronted are: working with people with hearing and speech impairment, people with dementia and a noisy environment. 
Hearing impairment and speech difficulties barrier
Communication needs to be slowly when speaking with people with hearing impairment, I needed to pronounce the words clearly so they can read on my lips, or sometimes use another way of communication like written communication. Communicating with people that had speech impairment is a challenge if you are not a patient person, you need to listen carefully and respond to the message clearly and in a polite manner.
Dementia barrier
Dementia is defined as a set of symptoms that may include memory loss and mental, problem-solving or language problems. Every person is unique, with a history, personality, likes and dislikes of their own life. Focusing on what the person still has is very important, not on what they might have lost. Focusing on what the person feels is also important, rather than what they remember (Alzheimer’s society, 2019).
The barrier of communication of working with people with dementia is that sometimes is hard for them to remember some words or forget about what they were talking, or they get confused. At my workplace they were several patients with dementia, I had encountered situations when the patients forgotten who I am, or what we were speaking about.  
Noisy environment barrier
Sometimes there are barriers like external noises (phone ringing, noises from outside) or internal noises (thinking at something else during a conversation like being hungry or personal problems), we need to overcome this barrier otherwise we would not understand what the other person is trying to communicate .
Many times, I had to work in a nosy environment and is a challenge to communicate with patients because the sounds or noises had distracted me, and I could not understand properly what the patient was trying to say. Misunderstanding important information when discussing with other healthcare professional about patients’ treatments or health condition in a nosy environment can lead to serious problems.

Strategies for effective communication
Effective communication strategies help the organization in building strong relationships with employees (Reddy, 2019). Good communication is the basis for good relationships. When people truly listen, they demonstrate respect for the other person.
Using the active listening skill, we can overcome the barriers to communication. Active listening is the key to understanding correctly what another individual is saying (Maund, Schriek and Tinkler, 2017). Active listeners avoid interrupting, summarizing and repeating what they have heard at all expenses and observing body language to give them an additional level of understanding (Doyle, 2019).
Understanding, evaluating, interpreting and reflecting on the message that an individual received from other individuals demonstrate attention on the information received.
When employees create trusting relationships with patients, communication barriers can be overcome. In this situation, patients are more likely to ask questions and participate in full discussion. Good working relationship should be based on confidence, and keeping confidentiality is one very significant element of constructing trusting relationships (Romanova,2018).
The way I overcome the barriers at my workplace was speaking clearly and slowly, repeating and rephrasing when necessary, be aware of my body language, listen carefully, remove all distraction when possible, I also pay attention to patients background, knowledge , belives and culture  and keept  message simple so patients can understand.

Conclusion 
This report analyzed the importance of effective communication, the barrier of communication and strategies for effective communication. Effective communication is important because it helps building strong relationships.
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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 you Task 1 (part of the Assignment for this module).

Student Name: ARN'ELA RABY Student(D: 3 181F5

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

The professor and the village people

A Professor of English at a well-known Welsh University lived in a large house not far from a little village. He
never went into the village, bur shopped in the town near the University because he had nothing in common
with the village people, who were largely uneducated and did manual jobs. One night, the professor fell
asleep while smoking his pipe and the pipe fell onto the carpet and started a fire.

When the professor awoke and saw the house on fire, he rushed into the village, screaming:
‘The edifice is being consumed by a great conflagration!’
‘The edifice is being consumed by a great conflagration!’

The village people looked at him and continued doing what they were doing.
‘Don’t you understand?’ He said. “The edifice is being consumed by a great conflagration!”
They ignored him.

When the Professor returned home, he saw that his house had been completely destroyed. He sat down on
the ground and wept. The next day, he went into the village crying. ‘Why, oh why didn’t you help me? My
home has been destroyed by the fire. | came and begged you last night.” He wept.

‘But Professor, why didn’t you say that your house was on fire? We would have helped.’

Q1: Why didn’t the village people help the Professor?

Q2: What should he have done to get them to help him?

Q3: Whose model of communication do you think can explain this situation?

4: Why?
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Ex.2. Read the following brief and write a business email according to the instructions.

You are Director of Communications at your company and you would like an employee, Jack Daniels, to join
your Communications Training team.
- Tell JD why you are writing

- Say what you have observed and like about his communication skills

- Tell him why you think he would be an asset to the team
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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 strategies 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 questions 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 allocated 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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