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Write a report of 2000 words demonstrating your understanding of the models of communication and the communication skills discussed in class and refer to any case studies done to show how these helped your understanding. Give examples of poor communication in your own or your friend’s workplace and suggest how it could be improved by using your findings from published literature (i.e. refer to theory).
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1.0 Introduction
This report will discuss the importance of communication and possessing communication skills to be effective in the workplace. The report will include examples of poor communication and will refer to case studies and theories that will assist in improving the understanding of how to achieve good communication. Models such as the Shannon and Weaver (1948) model of communication, the Schramm (1955) model of communication and the Berlo (1960) model of communication will be considered in this assignment, as they will assist in understanding the way communication is carried out and can be interrupted. Lastly, an analysis of the provided case study about a food and safety manager will be undertaken and suggestions will be considered with regards to improving communication challenges in the workplace.
2.0 Communication
Communication is the transmission or delivery of information from one source to another (Lummis, 2020). Communication is an essential aspect of day-to-day life because it facilitates in the sharing of information, building of relationships and the establish establishment of effective teamwork in the workplace (Lummis, 2020); as this will result in achieving and fulfilling workplace aims and objectives, overall performance, and employee job satisfaction (Motschnig, R. & Ryback, D. 2016). The process of communicating involves compiling a message to be communicated, selecting a method to communicate the message, and lastly establishing the recipient of the message (Lummis, 2020). There are many methods of communication that can be used to relay information, and these include, verbal whereby communication is directly carried out face to face, electronical which makes use of communication device such as phone or computer or visual modes such as posters and presentations (Bullington, J. et al. (2019). 
Despite the numerous methods of communication, there are many barriers that can affect communication. Such barriers include background noise and environment distractions, differing communication styles, language and cultural differences especially in formal settings, unresolved conflicts at work and the inability to actively listen to other people (Taylor, S. P. et al. (2013). In order to understand the way in which communication works, one may make attempt to understand the various models of communication that are fundamental to understanding its nature.




2.1 Shannon and Weaver (1948)
Models of communication are theories that are used to analyse and understand the different methods in which people communicate (Stead, B.A. (2017). Firstly, the Shannon and Weaver (1948) communication model suggests that communication is transactional and consists of “sender, encoder, channel, noise, decoder, and receiver.” Here the sender prepares a message and selects the frequency in which it will be transferred to a selected recipient, whom upon receiving the message, must interpret the meaning once it has been decoded (Leydesdorff, L. et al. 2017). 
For example, a nurse may contact a patient to schedule an upcoming appointment; whereby the sender would be the nurse, the telephone would be the encoder, the channel would be network provider, signal would be the strength of reception and where the risk of noise may affect the delivery of the message, and lastly, the receiver would be the intended patient. This model allows for two-way communication to occur, ensuring that messages are understood (Pregowska, A. et al. (2015); however, Al-Fedaghi, S. (2020) argues that the receiver in this model only acknowledges receiving the message making it more instructional rather than interactive.
2.2 Schramm (1954)
Next, the Schramm (1954) model of communication is a two-way mode of communication between sender and receiver, it consists of  encoding, decoding, and interpreting a message, such that a sender sends a message through a transmitter, to a recipient who is expected to give feedback once message has been decoded and understood.   For example, staff nurse attending a one-to-one refresher training session on how to use medical equipment. At the end of training session, feedback forms are given to the attendees who then rate their knowledge and understanding following the completion of the training. This model is easily adjustable to the circumstances of the message, it is effective and promotes participation from both sender and receiver, on the other hand, it is deemed to be appropriate for no more than two participants, rather than for mass communication which would affect its efficiency (Schramm, 1955). The advantages of this model are its use can be applied to human behavioural patterns (Blythe, 2009), thus making it applicable when attempting to understand and apply communication; another advantage is the emphasis of acquiring feedback to ensure that a message has been received, which helps to identify and fix any problems that may have led to the message being misunderstood (John et al, 2019). 

2.3  Berlo (1964)
Lastly, Berlo’s (1960) model of communication consists of “sender, message, channel and receiver” whereby the sender cautiously creates a message with consideration of factors that may influence how the message they plan to send, will be received, such as the culture, attitude, knowledge. Next, the message is encoded in way that ensures that it is delivered to the receiver in its original and intended format, by selecting appropriate treatment, structure, coding, and context. The channel is the method that the sender will select to send the message which should aim to appeal to the senses of the person who will receive it (Syukur Saud et al. (2014). Lastly, the receiver of the message will decode it and it is assumed that the sender and receiver share the same knowledge and understanding of the subject being communicated. This model resembles the Shannon and Weaver model, such that it is one directional.
 For example, a conversation, presentation, or email that may be carried out between a ward nurse manager and staff nurses of a ward. Looking at the case study, Barry attempts to emphasise the importance of maintaining food safety standards, however, the language barriers of this staff affect the ability of his message to be understood in the way he intended for it to be understood.  The advantage of this model is that the receiver and method of communication are predetermined to ensure that the receiver will get the message (Syukur Saud et al 2014). The disadvantage is that this model is linear and that both the sender and receiver must have the same knowledge to understand the message and that it also acknowledges barriers that may potentially affect the delivery of the message (Stead, 2017), such as interruptions like background noise from telephone call.
2.0 Poor communication
While it is agreed that communication is necessary within the workplace, there incidents where poor communication may cause issues in the workplace. Poor communication is when there is a disruption in the way information is distributed (Feraco, Et al. 2016), received or interpreted, therefore affecting the ability to work and perform effectively (Payton, 2018). For example, I fell sick while at work and had to call an ambulance, my manager was aware of my being admitted into hospital and that I needed to take some time off as per the doctor’s instruction. However, a few days later I was contacted by my supervisor, asking me why I was not at work. This is an example of how there was poor communication between my manager and supervisor, because my supervisor was not aware that I was off sick. According to Jia Et al. (2017), poor communication can lead to conflict at work, and it affects the ability to plan for staff absence, and can lead to lack of trust between colleagues, thus causing tension. It is therefore important that individuals develop communication skills in order to effectively communicate in the workplace, informally and socially (DeKay, 2012).
2.1 Communication skills
[bookmark: _Hlk81491118]Communication skills are the various capabilities that person may possess and adopt, to assist them with the delivery or reception of various messages (Kirca, N. & Bademli, K. (2019)). Such skills include verbal, non-verbal, active listening, empathic listening skills (King, 2015); to name a few. Active listening skills comprise of being able to engage in a conversation by being observant of non-verbal cues, in order to show understanding the listener may also need to repeat what was said back to the person speaking (Wlodarczak, M. & Heldner, M. (2017)). 
Verbal communication skills make use of words to communicate, they include, Tone and volume and can be carried out in different modes such as speech or text (Wlodarczak, & Heldner, 2017). Verbal communication is important for effective workplace functionality, the establishment of relationships between people and helps to make sure that a message is clearly understood (Ramsay,et al. (2010). For example, a manager may be updating their staff on new a policy that will be introduced in the workplace, by having a meeting, sending out emails and using speech that is clear to understand.
Non-verbal communication is the transmission of messages through the use of body gestures, body language, eye contact, facial expressions (Kelly,et al. 2019). This type of communication is important in the establishment of relationships amongst groups of people and it improves the overall interaction (Wlodarczak & Heldner, 2017). For example a patient who is unable to verbalise, may be observed as having pain through their facial expressions, body language such as shielding an areas of the body, signalling.
Active listening is known to be of benefit especially when resolving conflict and training sessions (Kelly & Remund (2018). For example, one of the managers at my place of work, possesses good communication skills because she is someone that interacts well with people, when there is conflict between colleagues, she arranges a private meeting where she will actively listen to both parties, she is open minded and has empathy and she aids in suggesting how best the problem may be resolved.
Lastly, empathic listening is a technique that makes use of listening and asking OR probing in order to get a deeper understanding of what is being said (Bodie, 2011). This skill is useful in understanding the emotion behind what is being said, thus enabling listener to relate and empathise with the speaker (Bodie, 2011). For example, a member of staff be having health problems and they speak to their manager who will ask them question regarding their wellbeing, showing empathy and understanding.


3.0 Case study Barry and Communication Barriers
The necessity of effective communication in the workplace and what can go wrong, is illustrated in the provided case study. Barry is a restaurant manager responsible for supervising the kitchen staff and maintaining food safety standards at his workplace. The challenges that Barry faces include managing a group of people from varying age groups, diverse cultural backgrounds, limited language abilities and the pressure of high turnover and re-hiring that affects effective food safety training.
To overcome these challenges, Barry must consider introducing training annually as this will keep staff updated with food safety competencies. Barry might also want to reconsider his model of communication, being mindful that his audience is diverse and adjusting and using techniques that will allow for easier delivery, understanding and interpretation of his messages. Barry should make it a priority that all new staff complete their training, Barry can delegate a reliable employee to be able to train new staff and make sure  staff become competent before working independently
To motivate his staff to maintain food safety handling in the restaurant, Barry may introduce incentives or awards that aim to recognise that employees are adhering to the standards. Barry might also consider utilising posters that are translated to the languages of the kitchen stuff. Barry might also consider using visual posters or animated posters that serve as reminders for people to maintain good hand hygiene and safe food storage throughout the working day. Another technique Barry might consider is a daily meeting before the shift starts where they discuss key work-related issues, and where Barry can allow employees to voice their concerns and suggestions with the hope of improving work conditions on a daily basis.










4.0 Conclusion
In conclusion, the assignment explored the concept of communication, poor communication, effective communication skills and why they matter in the workplace. Three models of communication of communication were researched, with the application of work-related examples to gain a better understanding of what these models would look like in reality. Lastly the provided case study was analysed, and some suggestions were provided as to how the stated manager may be able to resolve their workplace challenges in a manner that ensures that all staff understand.
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