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Introduction
The aim of this assignment is to analyse my own communication skills at the workplace using research made, based on the material studied. The skills which will be analysed in this report are: Communication, Active Listening, Assertiveness, Written communication, Conflict management.


Communication
Communication is sharing information between one person to another one or from one group to other one using different channels.
  Communication it is structured in two groups: 
                                Verbal communication 
                              Non- verbal communication
Verbal communication is sharing information in between peoples using words. (Skills you need 2019) 
Non –Verbal communication is the way of sending information to another person, group or organisation using body language, facial expressions, hand movements, postures.  (Business Jargon 2019)
Having communication skills is essential in our day by day living and workplace as well. There are situations when having good communication skills saves closing a conflict or helps you escalate barriers communicating with people with dementia. Having good communication skills implies active listening and assertive.
In my workplace, working as a care assistant and supporting day by day people with dementia and mental health problems become very difficult if you do not have good communication skills. I have learned over the years that finding channels to communicate such as body language, posture and face mimics can change the way of a person, 
with difficulties in communications and health problems may understand you better or not.
I have had clients with stroke who developed speech problems and was difficult to express words to communicate the needs that they had, so for me was challenging finding other channels to 
communicate and understand their needs, for this reason I was learning how to communicate with other channels to understand them and to make them understand me.
As example of Berlo’s Model of Communication
Source - message - channel - receiver
Manager – changing activity – written email – me, care                                  time for a client                                    assistant
Shannon-Weaver Model of Communication
As stated by the CommunicationTheory.org(2010), the Shannon Weaver theory of communication was first created to upgrade scientific communication, however later was utilised to express diverse area of communication. Connecting with Shannon and Weaver  model, communication involves this concept : transmitter, encoder, passage, decoder, receiver and reaction. Additionally, it is as well the idea of noise part of the model that flows trough the channel and provides the important point which is harder to perceive as the intended meaning by the receiver. All those ideas are expounded by Reuben and Stewart (2006). Sender: The person who desires to communicate the message. He or she develops the message and how it is communicated. 

Encoder: This is when the transmitted information is turned into signals, for example sound waves. These are made by the sender when the information is passed on. Also as an example it might be the language used when speaking, or the grammar that is used. At that point in time the model was created for the use of technical communications and things like encoding, in real life this was used for things like the voice over of the telephone as they became coded into wave and passed through lines (CommunicationTheory.org 2010). 
Decoder: Decoding is made by the recipient when it receives the message. The recipient has to decrypt the received message that was coded by the sender somehow so that it can understand it. 
Recipient: The beneficiary of the received message from the transmitter: He usually supplies feedback to the transmitter.
Noise: The information is sent by a channel which usually is cut off from the outside noise. Therefore, this might result in the recipient obtaining imprecise information. In addition the information can be affected by the decryption of the information by the receiver. Anttiroiko, A.-V. & Savolainen, R. (2011). Towards Library 2.0: The adoption of Web 2.0 technologies in public libraries. Libri: International Journal of Libraries & Information Services, 61(2), 87-99.
Active Listening
Active listening (Griffiths and Dunham2015 in Maud et al 2017, pg52). is the capacity to connect and really understand well the message transmitted from another person. 
Most of the people do not have the patience to really listen and understand what his interlocutor is transmitting. Listeners are occupied to prepare what they will say next.
It can be used different techniques to be successfully in active listening such as reflective listening which means that you show your understanding about what was said and put key questions useful to the conversation, another technique that is used is body language, emotional intelligence, informational listening, patience.
There are four types of active listening:
1. Paraphrasing – saying with your own words, to express the meaning of something written or spoken.
2. Reflecting feelings
3. Reflecting meaning
4. Summative reflection
In my own experience, Active listening skills are very important as my job as care assistant implies full attention from myself to understand completely requirements from my clients, sometimes they have speech problems and they need my fully attention to understand what they mean when talking to me.
Active listening linked with Dementia. Dementia is a developing affection, that in time is affecting the memory and the basic understanding of everyday circumstances like names, places or dates. When in work with a person with Dementia is needed to listen thoroughly, to be able to really understand what they mean, and body language and posture is also an important part of communication with them.
Assertiveness
Being assertive (Griffiths and Dunham2015 in Maud et al 2017, pg55). it is a skill and it means to stand up for your own believes and rights in a calm and positive way without being aggressive. Assertive it is a quality of being confident on your own personality and stand up for your beliefs.
There are six characteristics of assertiveness in communication:
1. Eye contact
2. Body posture
3. Gestures
4. Timing
5. Content
6. Voice
 Assertiveness is usually linked with self-esteem. Baney (2004) advised that assertiveness is better expressed including three elements such as: I think, I feel, I want. The term and concept was popularized to the general public by books such as: Robert E.at Emmons M.L.(1970), A Guide to Assertive Behavior, and When I Say No, I Feel Your Perfect Right Guilty: Smith M.J.(1975). How to Cope Using the Skills of Systematic Assertiveness Therapy.
Assertive communication makes sense because it is an effective and diplomatic style based on mutual respect. Being assertive manifest’s respect to yourself because you are willing to stand up four your beliefs and demonstrate your thoughts and feelings. It also reveals that you are having knowledge of the rights of others and are prepared to work on resolving conflicts. Anyway, it is not just how you say the message it is how you say it is prime. Assertive communication is straight and reverent. Being assertive allows you the best likelihood of triumphant carry out your message.  (Mayo Clinic 2019).
I am developing different styles of communication based on my study at the university course with that I am improving my assertive communication skill. I have learned that being more assertive helps me effectively express my feelings when communicating with others about problems.
Written communication
Written communication is introducing us to the procedure on delivering the message along the written character. So, all the messages sent through two or more persons that need to use written terms it is named written communication.
The greatest, ordinary and effective way for a business communication is written communication. In all organizations e-mails, documents, journals, are frequently used as types of written communication.
The utilisation of this type of communication has place when the sent information is extended and covers few network terms which are unable to be explain verbally. As well the organisation keeps the written documents alike that this can always be utilised like reference and proof of arrangement for time ahead. It is indispensable for all business companies to expand effective writing skills and implant it in all its member of staff.
The efficiency of written summary is determinated by the accuracy of the chosen words structuring onto the right sentence succession. The written information reflects legal and authentic than the spoken words. People can also maintain more information from written content than spoken words. However, in contrast to face to face communication the comeback of written communication is not as fast since it is not impulsive and needs more time to be stored in a comprehensive form.

In my opinion, I do have written communication skills which I have developed over time by studying in school and practising in the workplace, as I need to send business e-mails, reports, and written communication with my office, clients etc. At my workplace written communication skills are very important as we need to make notes, to the end of every visit, made to the client. I need to make accurate notes about the state of the client and to record all the tasks completed, including completing MAR charts when administering medication specifying the hour and the dose administered. I need to fil in the daily records as it is important document to monitor the work done by us and if procedures been followed correctly. Written communication is very important in my job, and I need continuously to improve this sector. 

Conflict management
Is the process of identifying and handling arguments in a sensible, equitable and effective way. Conflict management executed within a business environment generally demands effective communication, problem solving capacity and high-quality negotiating skills to reinstitute the concentration to the company’s universal goals.
Powerful conflict managing skills are advantaging in most situations, because conflict is basically inevitable to encounter. It is of physical human nature to disagree, however this does not mean that it is unhealthy, on the contrary when approached correctly it can be very healthy and helpful. When conflict is eliminated directly or entirely, it would cause different problems that would then need to be accorded more time. If conflict were to be directly eliminated, there would be no diversity in people’s opinions and there would not exist any way to catch and change flaws for the better, in anything such as plans or policies that do not work.
However poor communication or tension between other people could cause simple disagreements to backfire and escalate very quickly. Conflicts and arguments that are taken in consideration and allowed to be done can increase productivity but too much can cause decrease productivity and damage staff morale. This is one of the main and big reasons why employers search for employees that can diffuse conflict or manage it with a cool attitude. Doyle(2019)
I have developed over time, conflict management skills as I was trained and taught to manage situations of conflict, most of the time in domiciliary care sector we need to manage to identify and handle discussion between clients with mental health problems.
Conclusion 
Over this assignment, I have done research to analyse my own communication skills acquired over time, studying and at the workplace by training or learning. As shown upon I have analysed, Communication skills, Active Listening, Assertiveness, Written communication, Conflict management.

Refereces 
Anttiroiko, A.-V. & Savolainen, R. (2011). Towards Library 2.0: The adoption of Web 2.0 technologies in public libraries. Libri: International Journal of Libraries & Information Services, 61(2), 87-99.
[Online] Available at: https://www.skillsyouneed.com/ips/verbal-communication.html Accesed 7 December, 2019,
 [Online] Available at:  https://businessjargons.com/non-verbal-communication.html (accessed 27, November, 2019)
CommunicaionTheory.org (2010)
Doyle, A. (2019, december 21). Retrieved from The Balance careers: https://www.thebalancecareers.com/conflict-management-skills-2059687
Griffiths and Dunham(2015) in Maud et al 2017, p55). 
Robert E.at Emmons M.L.(1970), A Guide to Assertive Behavior, and When I Say No, I Feel Your Perfect Right Guilty: Smith M.J.(1975). How to Cope Using the Skills of Systematic Assertiveness Therapy.
 Available [ONLINE] at: https://www.mayoclinic.org/healthy-lifestyle/stress-management/in-depth/assertive/art-20044644 (Accessed 11 December 2019).



[image: ]



2 | Page

image1.jpeg
> TR N O

/ Vis.
= r\»%ﬁt«\ﬁ?«\ wPIvMﬁ.\w\\»\.\W\WMMRM {WNJN
PRI 4 P Sy ol ponp

SeBcE YT mr o o O
e e A

e fr e porter wleege
I e A A s AT
NN_\&&M S\\:\Q\HW i
N JED — L&.\wﬁ\\%\»\. MW\\ MWQ%:W\\M\_&N = %rpdmx
CaNmogy — \k@ww\o — w,.wxcwwbvx\ — S\%&\
RO 5, ooy (&

\

50,50 (2% iz 7

L R T
M ) g wﬁw&ac\ﬁw\ﬁm@

SEHEIJID S7Y i i A 5027 —

e ‘m‘ Yorns  WELD 00 WAT G )

Vo i e e

: " 6lS

PdNT Y 12300 T@%%(W.

)

3

T aspaoxa ssep-ul

Z00rMSINE
wiwo) pue SunjIofn wes ] SA1d4]





