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1.0 Introduction
This report is written for the purpose of analysing what communication is and to assess the need for effective communication and how it can be achieved at my workplace. According to (Maund and Schriek, 2012) latest research shows that new employers and experienced workers require interpersonal communication skills as a vital trait for promotion in the workplace. The report will also include a review of in-class exercise carried out during the study of this module.  
1.1 Definition of communication
The Merriam-Webster dictionary, 2019 defines communication as “the process by which information is exchanged between individuals or groups through a common system of symbols, signs or behaviour”
The article in Michael Page (n.d.), suggests that if there is to be high level of productivity and strong working relationship in an organisation, good communication is a vital tool in accomplishing this. 
	1.2	Types of communication
	There are three main types of communication. These include.
i. Verbal communication: This involves using words and sounds through the mouth to express a thought, idea or information. It is also called oral communication. Examples are speeches and presentations.

ii. Non-verbal communication: Morgan, 2017 defines it as any type of behaviour or attitude which communicates an information without the use of speeches. Examples include facial expressions, gestures, physical touch, eye contact, etc.


iii. Written communication: It is the exchange of information or message through writing. Examples are emails, letters, notes, reports, memos, etc.











2.0 Models of Communication
During the in-class exercise, three models of communication were examined. They are.
2.1 Shannon and Weaver Model of Communication
According to (businesstopia, 2018) this model was created by an American mathematician by the name Claude Elwood Shannon and a scientist named Warren Weaver in 1948 when they wrote an article called “the mathematical theory of communication.” 
The sender is the person that encodes the message and sends it to the receiver through a channel. Examples of such channels are telephone or telegraph. The sender will first change the message into codes that the technology can understand. This is known as encoding. These codes are then sent through the chosen technology. The receiver receives the message and must decode it before he can understand and interpret it. Included in this model of communication is the noise which is the interference or anything that causes a problem during the communication process and prevent the receiver from decoding the message.                                                In this model, we have the sender who is the person that creates the message, selects the channel and sends the message. The encoder is the sender who pick a technology and converts message into a code or signal before sending. The channel is the medium used in sending the message. The decoder is also the receiver who interprets the codes into a message to be understood. The receiver receives the message and provides feedback based on their interpretation of the message. The noise refers to anything that prevents the message from reaching its destination. 
[image: ]
Diagram 1 shows Shannon and Weaver Model of communication
2.2 Berlo’s SMCR Model of Communication
According to (Businesstopia, 2018) David Berlo postulated Berlo’s SMCR Model of Communication from Shannon Weaver’s Model of Communication in 1960. He explained factors influencing each component in the communication responsible for effective communication. This model concentrates on the encoding and decoding aspects of communication which occurs before the sender sends the message and before the receiver receives the message respectively. The four components described by Berlo’s Model which are affected by many factors include sender, message, channel and receiver. 
Factors affecting the components of Berlo’s Model of Communication.
· Sender
This is the source or the person who originates the message and sends to the receiver. The factors that affect the sender as well as the receiver include.

· Communication skills: a sender with a good communication skill increase the chances of the message to be communicated effectively than one without a good communication skill. Furthermore, the message communicated will not be effective if the receiver cannot decode the message being sent.
· Attitude: the attitude of the sender exhibited towards oneself, receiver and surrounding can alter the meaning of the message.
· Knowledge: how well the sender knows their subject matter influences how well the message is communicated.
· Culture: cultural differences could affect the way messages are perceived in different culture. What is offensive to one might be accepted by another.

· Message
The message is the piece of information or substance that is sent from sender 
to the receiver. The key factors that affect the message include.

· Content: This refers to the message.
· Elements:  they are the non-verbal aspects of the communication that go along with the message. This may be gestures, facial expression, etc. 
· Treatment: this is the manner in which a message is passed on to the receiver which could affect the feedback of the receiver.
· Structure: this is the structure or arrangement of the message which may affect its effectiveness.
· Code: this is how the message is encoded which could be in the form of text, language, video or picture.
· Channel
Channels are medium by which messages are sent through. This can be telephone, television, internet, radio, etc. in humans’ beings, the five senses are the channel for communication and these channels affect the effectiveness. 

· Hearing: messages are received through hearing.
· Seeing: we perceive and receive nonverbal messages through seeing.
· Touching: most of the nonverbal messages occur through touching.
· Smelling: we also gather messages from smelling.
· Tasting: we gather messages from tasting.

· Receiver 
During the communication process, the receiver is the one who receives the message. For the communication to be effective, all the factors discussed above must agree with one another. The sender and receiver must be alike for the message to be effective. It is important that the receiver also have a good listening skill. The key factors is the same as the sender.

· Communication skills.
· Knowledge.
· Attitude.
· Culture.
· Social systems.

An in class-exercise carried out involved passing on a message from one person at the end of a line through to the last person on the line by whispering the message in their ears. By the time the message reaches the last person, the message had been distorted. Some of the factors mentioned above might have been responsible for the distortion.











[image: berlo's model of communication]
Diagram 2 shows Berlo’s Model of Communication.








2.3 Schramm’s Model of Communication
(Juneja, n.d.) notes that the origins the Schramm’s Model of communication is found in the Shannon Weaver Model of Communication. This Model was postulated by Wilber Schramm is 1954. It suggests that information is useless until it has been crafted into words and conveyed to the recipient. The focus here is encoding which is the act of converting thoughts or ideas into meaningful content. Encoding is what initiates the communication process. 
The job of the receiver is to try and decode the message as the sender conveying it intends as accurate as possible. The message is useless until the receiver decodes it correctly. Therefore, encoding and decoding are the two most essential elements in effective communication and without these two, there can be no movement of information between the sender and the receiver. 
Another important factor the Schramm’s Model of Communication emphasised is that communication is incomplete until there has been a feedback from the receiver. He insists that communication is a two-way process between sender and receiver. 
Sender 
M
M
Receiver
M stands for message.
For example, Kevin says to Sarah. “will you marry me?”
Rather than Sarah saying yes or no, she keeps quiet while Kevin looks at her expectantly waiting for a reply. According to Schramm, in this case the communication is incomplete.
Similarly, to Berlo’s Model of Communication, Schramm believes that the sender and receiver’s knowledge, experience, cultural background, etc all play an important role in communication. However, his main emphasis is that without a feedback from the receiver who must have interpreted the message correctly as the sender intends, the communication is incomplete, and it is ineffective.





3.0 Effective communication at my workplace
Maintaining effective communication at my workplace is vital to achieving productivity and sustaining a strong working relationship. While ineffective communication leads to poor performance and a high risk of the organisation’s objectives not met.
As an administrative staff at the NHS, my job description entail that I have an excellent verbal, nonverbal and written communication skill as I must communicate constantly with other staff (medical and non-medical) and patients. My duties include dealing with queries via emails, telephone, booking appointments, arranging meetings, note takings, typing letters, etc. My role also involves a great deal of face to face interaction with patients.

3.1 Teamwork and Effective Communication
McDonald (2016) argues in his report that improved communication between healthcare workers and patients result in reduction of cost, advance health outcomes and boost the quality of patients and professionals who assist them. Good communication and collaboration play a vital role in team building and improve the chances of achieving the team objectives or goals. As a team member, it is crucial to understand clearly what one’s role and responsibilities are and how it fits into the overall common goal. It is also vital to understand what the roles and responsibilities of other team members are and especially to be on the same page regarding what the team is trying to achieve. The communication channels among the team members is maintained through emails, face to face, meetings, memos, and specialised communication apps within the organisation.

3.2 Principles of Effective Communication
It is important to ensure that certain principles of communication must reflect when we are communicating with others if we want our communication to be effective. Some of these principles suggested by Mulder (n.d.) include.
· Completeness: The message should be complete and based on facts. If message is complex, explanation and additional information should be supplied to support it.
· Clarity: The message must be clear by being explicit, with short sentences and accurate words. Message should also be kept to the point.
· Courtesy: It is also a good practice if the message is characterised by a friendly and courteous approach. The message will be better received if a form of respect is shown by the sender. 
· Credibility: when the text and conversation is clear, trustworthy and is the right information, it lends a touch of credibility to the message.
When these principles are applied by managers to their subordinates and vice versa, communication within the organisation becomes effective.
3.3 Barriers of Communication.
 According to skillsyouneed (2011-2020) some of the barriers to effective communication include.
· Physical disabilities such as deafness and speech impediment. 
· Poor listening skill.
· The use of jargon.
· Difference in language and difficulty in understanding other people’s accent.
· Physical barriers to nonverbal communication such as gestures, facial expression, body language. Face to face communication is more effective than text, phone calls, emails, etc.
· Difference in viewpoint and perception.
· Cultural difference is the different way people interact socially and emotionally. For example, the idea of personal space differs between different cultures.





4.0 How to improve communication at my workplace
The NHS England Patient and Public Participation and Insight Group (2016) states in the NHS England Accessible Information and Communication Policy that it must “ensure that NHS England has a clear, consistent, transparent and fair approach to the provision of accessible, inclusive information and communication support to all.” Furthermore, the policy explains that the criteria for good communication is the one that support an individual to have meaningful dialogue with NHS England.  Some of the ways suggested in the policy include.
· To meet the needs of individuals, employees must be flexible in their style and tone.
· Adoption of certain techniques or use of communication aids are encouraged.
· Some communication needs may not be apparent therefore employees must always be aware of this and ask individuals to define any needs they have.
· Professional interpreter should be arranged for individuals who have limited English or do not speak English at all.
Other ways to improve communication among employees are by 
· Developing better listening (active) skills. (Covey, 1989) suggests that “most people do not listen with the intent to understand: they listen with the intent to reply.” It is important that when we listen, we do it without bias and be present.
· According to Berlo’s model of communication, communication is incomplete and ineffective until a feedback has been given. Constructive feedback should be given so employees may know if they are meeting expectation or not.
· For workers with limited English, English language courses should be taken. Staff should also be encouraged to take communication courses.
5.0 conclusion 
The importance of effective communication at the workplace cannot be over emphasised. Effective communication increases efficiency and productivity, enhances growth, reduces conflict, builds team and many more. As an employee, communication will be required in every area of one’s job, therefore it is important to develop communication skill to the maximum to enhance performance and become a valuable asset to the organisation.
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A Source encodes a message for a channel to a receiver who decodes the message:
S-M-CR Model.




