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Task:
[bookmark: _Hlk6426849][bookmark: _Hlk6334623]Based as much as possible on your own and /or friends’ real-life experiences discuss how well employers perform at communicating. Using your findings and what you know from theory, reach some firm conclusions as to how workplace communication and performance of employers can be improved. Answers should be supported by examples and considerations relating to the context of health and social care when possible.













Communication;
 Communication can be defined as the process of transmitting information and common understanding from one person to another (Keyton, 2011). The word communication is derived from the Latin word, communis, which means common. The definition underscores the fact that unless a common understanding results from the exchange of information, there is no communication. 
[bookmark: _Hlk6423580][bookmark: _GoBack]Communication is a vital tool in achieving good working relationships at work as well as building trust between employees and employers. Robles (2012: p453–465) argue that communication is among the top ten soft skills employers want from their employees. According to oxford dictionary, communication is the imparting or exchanging of information by speaking, writing, or using some other medium. https://en.oxforddictionaries.com/definition/communication. Communication is at the center of human relationships. Both verbal and non-verbal communications are evident, with individual and team goals structured and achieved, and tasks accomplished much easily through good interpersonal interaction. (grifith and Danham )
Communication is the capability to create and distribute a relevant message to an organizational body responsible for shifting or sustaining an action, behavior or belief, for the purposes of organizational change   according to Thames and Webster (2009).
 There are two types of communication; verbal and non-verbal communication (Nolan, 2011: p5-9 and Maud, Schriek and Tinkler, 2017: p48-52, p67-82); Verbal communication is where intended message is transmitted verbally either by word of mouth or in writing, while, non-verbal communication intended message is transmitted through body language, facial expression and posture.
Communication message may be transmitted by both verbal as well as non-verbal, for example during presentation and team meetings. Often, non-verbal communication transmits message more clearly than verbal messages. However, there are circumstances whereby non-verbal signs contradicts with verbal communication and hence message confusion occurs and intended message not get understood. In such circumstances, non-verbal signals are reasonably taken as intended message rather than verbal message unless it is formal or in writing form. [image: ]
Source: (Beckham, King, 1992);
A sender – this is the first person to speak or initiate communication. 
• A receiver – this is the person to whom is the message is intended. 
 • The message – this is what sender wants the receiver to know. It includes the verbal message and nonverbal messages inferred from the sender and the environment. 
 • Feedback – this is the lifeline of effective communication. Without it, senders and receivers are far less likely to achieve mutual understanding about the message.    
Active Listening
The concept recognizes that a sender's message contains both verbal and nonverbal content as well as a feeling component. The receiver should be aware of both components in order to comprehend the total meaning of the message. For instance, when a staff member says to her supervisor, "Next time you ask me to prepare a report, please give me some advance notice." The content conveys that the staff member needs time, but the feeling component may indicate resentment for being pressured to meet a deadline with such short notice. The supervisor, therefore, must recognize this feeling to understand the staff member's message.
 Effective communication is a two-way process that requires effort and skill by both sender and receiver. Communication depends on the ability not only to send but also to receive messages. So the ability to listen effectively greatly enhances the communication process. But many of us are not good listeners. A good listener should, stop talking, put the talker at ease, show a talker that you want to listen i.e. look and act interested, get rid of distractions like phones, empathize with talkers, be patient, go easy on argument and criticism, stop talking and above all ask questions.  (Maud, Schriek and Tinkler, 2017: p47). Maud et el (2017: p48) argue that meaningful communication takes place when the receiver accurately understands the message transmitted by the sender. 


[bookmark: _Hlk6423546]Unfortunately, meaningful communication does not always happen smoothly, barriers to communication such as the use of technical terms, lack of attention or interest, physical disabilities, cultural differences are some of hindrance to effective communication (https://www.skillsyouneed.com/ips/barriers-communication.html).
At care expertise, my employer is using different methods of communication including verbal, non-verbal, formal and informal communication. For instance, on 12th April, 2019, the Manager informed the team members about memo written by Operation Manager regarding staff wage review in line with National Minimum Wages increase, message was delivered in writing to all staff members and reinforced during brief meeting in the morning shift as well as written message left in the communication book for other team members to read.
 Case study: Care Expertise
References are drawn from my experience and those of my friends as employees at Care Expertise. Care Expertise has been in existence for more than 20 years, offering care and support to the elderly and vulnerable adults whose needs are complex in nature. Through residential care homes and community based services as well as supported living projects in North Surrey and London, Care Expertise caters for Individuals with mental health needs, learning disabilities, autism and other developmental disorders. 
Care expertise is doing very well on using these forms of communication especially on delivering messages from top management to all staff across the whole company.
Moreover, there is team meeting every month, where staff discuss different issues relating to work and clients. Team meetings provide chance for staff members to share their ideas and message is heard easily compared to memo or email. Team meeting has potential source of disagreement and argument which can disrupt the team. For instance, in our staff team meeting last December 2018, arguments and misunderstanding happened between waking night staff and senior staff regarding additional tasks required to be done by waking staff. Time wasted to clear misunderstanding, as a result two important meeting agenda had to be postponed.   
One to one Supervision is another way my employer communicates with employees. It normally happening every 6-8 weeks whereby staff getting opportunities to communicate face to face with Home Manager discussing job performance, training requirements, personal development plan and other issues of support staff needed from management. For example, in my last supervision, I discussed about new training requirements to improve my level of understanding about Autism and how to care for people with autism. 
My employer is using Communication through training, this method appears to be effective as staff members tend to take training serious especially those motivated to develop their personal profiles and seeking promotions. For instance, on 29th March 2019, Health Care Professional from Croydon Learning Disability Team was invited to deliver indoor training to staff about Autism and Learning disabilities as part of communication through training. Communication through training is great method of practical communication, however, language difficulties and time prove to be hindrance factors for effectiveness of this method. For instance, my employer is not giving enough time and priority to English language for those employees who struggles with language first before using communicating through training. Because of language barrier, I witnessed one staff member attended two indoor trainings and still failed to understand the  important intended information. 
[bookmark: _Hlk6349928]There are number of points if taken into consideration, workplace communication and performance of employers can be improved; Clarity in delivery message and choice of medium, if employers insure that message is clear and easy to be accessible by all employees without unnecessary barriers and confusion, this can lead to effective communication. For example, using emails and social media might not be ideal for old volunteer staff working in care sector, I noticed some staff in my team unaware of messages delivered by Home Manager through their personal emails.
 Face-to-face communication would be the best option compared to email when employers wanted to build trust and good working relationships with employees. The choice of medium is the key get message across the employees. I have noticed that whenever I have one-to-one chat with my home manager, I feel sense of valued because I am able to express my feelings and thoughts. Each employee is motivated differently, face-to-face communication enable employer to understand employees better and recognise employee’s level of needs and what it takes to motivate each individual employee. 
Providing feedback on time. Feedback is part of communication model. Maud et el (2017: p47), explains that when message is transmitted, sender is expecting message to be decoded and feedback transmitted back to the sender from the receiver in timely manner. When this process is delayed and no appropriate updates or any known reasons, the trust between employers and employees can be damaged and leads to job dissatisfaction. For instance, last two years, I had discussion with previous home manager regarding trainings and development, she promised to Training Manager and get back to me. Unfortunately, she did not come back to me even when I reminded her in my supervision. Based on this experience, I had negative feelings towards her. 
Upward and downward communication are vital as well, employers who are able to listens and respond to employees by focusing on work performance rather than subjective personal traits are most likely to motivate employees and improve work performance. The fact that employees being able to communicate direct to their top management breaks barriers to communication. Emailing or telephone, or having informal one-to-one discussion with employees stating situation regarding issues raised by employees can build trust and good working relationship. Performance of employers can be improved when there is open communication between employer and employees in the environment in which opinions and suggestions are valued.
Presentations are considered as part of communication. Presentation enable employees to understand easily when messages supported with pictures and sounds.  Therefore, the use of video clips, sound track and the likes can enable employees grasp intended message more easily. Video clips can be added to communication through training method which can reduce language barriers experienced by employees whose English is their first language. Presentations also enable employees’ chance to go back to video clips in case they are not clear about any information. My company is taking advantage this during presentations.
Experience show that when employees opinions are valued and rewarded for good idea, employees will constantly be looking ways to improve productivity. Employers can develop work culture of being open communication and constrictive feedback to employees, doing this not only improve productivity, but also increase morale among employees.  Employers should prove verbally as well as non-verbally that they are trustworthy to their employees, should show genuine interest in employees and ready to support them to grow better. Employees are likely to share ideas, going extra mile to meet goals and finding solution whenever dilemmas or challenges arises at work.  
Right information at the right time to the right staff. At this age of technology; internet, mobile applications, data and voice network can bring information overload to employees. Employers should think of minimising information and only right information can be shared at the right time. For example, employers should write less memos to employees and instead should talk to particular individual rather than sharing information which ideally intended to one employee.
Whatever method of communication employers use to communicate with employees, as I have discussed above, the need of both verbal and non-verbal communication is very important. Relying on one form can have misleading information. Non-verbal such as body language, gestures, facial expression are key on aiding verbal information. When employers take into consideration points discussed here, arguably, chances that workplace communication and performance of employers can be improved are high.
In conclusion therefore, communication is the process of transmitting information and common understanding from one person to another. The elements of the communication process are the sender, encoding the message, transmitting the message through a medium, receiving the message, decoding the message, feedback, and noise as a barrier that retard effective communication. To improve the effectiveness of communications in teams, managers must develop an awareness of the importance of sender's and receiver's responsibilities and adhere to active listening skills.
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