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Introduction:
[bookmark: _GoBack]Effective communication is one of the most vital tool in a workplace or even in our daily lives (Maund, Schriek, and Tinkler, 2017). I am the senior care assistant of an elderly care home. Thus dealing with a large number of people is a daily work for me. Starting from employees to service users and their families we need to do proper communication with each and every one of them. 

Task
My daily duty includes explaining work to each employee properly so that they can be well aware about their duties. I also need to deal with the new service users approaching to us and the ones who are taking our services. Thus to fulfil this duty it is very important for me as a manager to be an expert on both verbal and non-verbal communication (Morgan, 2016). This is because if I talk confident but nervousness is something that reflects from my face then doubtlessly people will not find it feasible to rely on me or on my care home. Thus the first and foremost task thing that I always follow is a good body posture while talking and then good selection of words. I always try to make my clients and employees comfortable by talking to them with an eye contact and a smile on my face. I also tend to nod my head to make them realise that I am listening to them and yes, good and formal dress up is a thing that neither I miss out nor I allow my employees to miss. These little things always help us get complements from the service users and also their families.
As an individual I always believe in working in an organised and well planned manner. Thus I have always focused on developing effective communication and building strong team work within the care home. After giving it a thought and my prior knowledge I found out that effective communication is actually the most important weapon that can help me to reach my goals. Thus we train our employees with the knowledge of effective communication before they get started with their job. Qualities that were required in our employees in order to do effective communication are listening and verbal skills, non-verbal and para verbal skills and written skills. Thus we train them well in all these fields keeping the models of effective communication in mind. Listening skills included how effectively we listen to the messages delivered to us and verbal skills included the usage of words while delivering a message. Non verbal skills and para verbal skills always helps to add up to the effectiveness of verbal communication. Non verbal communication is our body posture. Thus it shows the listener a great deal about how we are communicating or what is going on in our minds. Para verbal skill is one more important factor of communication as it is the way we deliver our messages. We know that there is always two ways of delivering a message. A good way and a bad way or we can also say a formal way and an informal way. In a workplace, even if we use good words if the way we deliver it is not good It can lead to a great deal of problems. 
In one incident in our care home one of our service users who was an elderly person with slight movement disabilities got very angry on one of our service providers. The reason behind it was the wrong use of para verbal skills. He stated that when he asked the service user to shift him in his wheel chair the service provider did not reply him with a smile on his face he also stated that the tone that he used also disappointed him. The service user got very angry and even denied to have his dinner on that particular day. Then after lots of apologies the situation was brought under control. We then explained the depth of the situation to our employees and also explained the importance of proper communication skills and the importance of implementing it.
Not only communication skills, following the models of communication is also a very important part. This is because the models of communication are made in a way that if they are followed properly then no errors in communication can take place. All the communication models keep in mind the status of the send, the type of delivery of the messages the sources and also the receivers and the feedback. Thus making the ways of communication much easier. 
There are several models of communication that are makes communication in workplace much more effective. Names of some models of communication are, the Shannon- Weaver mathematical model, 1949, Berlo’s model of communication, Schramms model of communication, 1954 (Sapienza, Iyer, and Veenstra, 2015). All these models are very helpful in order to implement effective communication. We also tend to follow models of communication in our care home.
In our elderly care home we tend to use Shannon- Weaver Mathematical model of communication. This model of communication is also known as the mother of all models of communication (Bowman and Targowski, 1987). Shannon Weaver model of communication includes a sender, the source of transmission of the message, the channel via which the message travels, a decoder and finally the destination of the message. This model also takes into account the noises present that disrupts communication and also the feedback that we receive after sending a message. 
The source or sender is basically the person who is delivering the message be it in written format or in verbal or non-verbal form. The sender is the most important object as the sender will decide the type of message sent and select words that will best suitable for the situation. Then comes transmitter or encoder. They may sometimes misinterpret the capabilities and standards of the receiver. The symbols and postures used may also not match the standards of the receiver. The context may not match to the culture or language selection of the receiver. A mistake in the encoding part of the model of communication might mean that expected result or feedback might not come from decoding. Thus, during this stage high context and low context communication should also be kept in mind.  
After this stage comes the next part which is channel. This step determines the form of transmission of the messages. That is whether the communication will take place face to face, in a phone call or via emails. People usually tend to do mistakes during this stage. The channel of communication can be interrupted by other noise sources. For example: There was a repair process going on in our care home last month which caused lots of noises. Thus when one of the elderly service user wanted a glass of water and our employee could not hear it properly it caused misunderstanding which let the employee unable to give the right service thus went to the service user with a plate of snacks which annoyed the service user. This incident showed that for effective communication to take place the channel of communication should be uninterrupted or should be such that do not cause any miscommunication. Messages sent should always be vivid and distinctive in order to be sent properly.
Decoder or receiver is the next stage of Shannon-weaver model after channel (Bowman and Targowski, 1987). That is, the messages have arrived to the receiver through the channel. An efficiency of passing this stage requires good understanding of the nature of the receiver. That is, whether they are from high context or low context background. A good knowledge about their age and capabilities is also very important. Thus in other words knowing the receiver well is very important for getting success in this stage. people of different age groups and different lifestyle have different ways of decoding an information.
The last and most important part is feedback. In this stage the sender will get to know about the results of the message sent by them. The feedback is a result of the message sent and also how far the receiver has understood the context. Feedback interestingly is a two-way process. Feedback can be given by the receiver or sender. It can be sent in various way. It can be verbal or non-verbal (Bowman and Targowski, 1987). Not only that feedback can be of different type. It can be either a positive one or negative.
Thus in order to ensure effective communication both sender and receiver need to be well aware of the one another’s level of context. Context of an individual depends on their culture, language, occasion and situation. Thus these factors should always be kept in mind for effective communication.
The effectiveness of following the models of communication was seen in our care home during many incidents. Many rules and regulations are also made keeping these models of communications in mind. For example, while new service users are enrolled in our care home we always make sure that this procedure is carried out in person. this is to avoid any kind of miscommunication that might occur due to noises and so on. 
Well in our care home we also give utmost importance to written communication. This is because most of our official works are done via written communication (Biscontini, 2018). We mostly use formal letters, memos and reports for our official purpose. This not only makes the verbal communication more clear but also helps to keep an official record of what was told via the written communication process. 
We also provide written handbooks to our service users and employees so that they can be well aware about all the rules and regulations of our care homes and also to inform them about the laws we follow (Biscontini, 2018). We usually use emails or reports for inter official purposes and memos for intra official purpose. For example, for announcing meeting dates and times and so on. We also do the advertisement of our care home in written format. This helps to showcase our capabilities and also services provided in a clearer manner. Thus it is very necessary for us to maintain the standard of our written communication (Ercegovac, 2008). We try our best to make sure we are using right words, sentences, paragraphs and most importantly the tone we are writing in. this helps the readers to understand our message and helps to get positive replies in almost all cases.  
Our care home due to good training is capable of giving good services to service users. As soon as a mistake takes place we try to make right immediately. Not only this all the employees are taught from the mistakes sop that similar incidents do not repeat.

Conclusion:
In all we can say that if effective communication is combined with good teamwork in a work place then doubtlessly the best services can be provided to the service users. All the work should be monitored well so that no miss-communication can take place. 
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