[image: ]




	





Assessment 2












Module name: 		Effective team working and communication
Module code: 		BMSW4002_LON
Student name: 		Agata Anna Kruczek 
Student number: 		2007078
Submission date: 	30.04.2021


Table of contents:






1. Introduction									3
2. Models of communication						3
2.1 Shannon-Weaver							3
2.2 Schramm									4
2.3 Berlo									4
3. Communication skills							5
3.1 Active listening								5
3.2 Effective speaking							5
3.3 Body gestures								5
3.4 Facial expressions							6
4. Case studies									6
5. Examples of poor communication at the work place	7
6. Conclusions									7
7. References									8	

Appendix 1									9
Appendix 2									10
Appendix 3									11




1. Introduction

Communication is a dynamic, constant process. Statistics show that people spend 70% of their time sending and receiving messages. The original description of the word ‘communication’ is the sense of sharing. (Communication (Meaning, Concept and Process), n.d.). In the process of communication, people or objects exchanging ideas and getting desired feedback. (Anon, n.d.)
There are many definitions of communication, with only a small proportion being described here. John Adair (Adair, 2009) in the book ‘Effective communication’, defined communication as essential ability of one person contacting with another to make him or herself understood. In another definition William Newman and Charles Summer wrote, that communication is discussion about concepts, evidences, thoughts or feelings between two or more individuals. According to Keith Davis, communication is the method of passing information and understanding from one person to another. Allen Louis in 1964, defined communication as a sum of all the small things one person does, when he wants to be understood. It is a process of telling, listening and understanding. (Essays, Research Papers and Articles on Business Management, 2019).
This report will show an understanding of communication, communication skills and give examples of miscommunication at the workplace.

2. Models of communication

Although there are many of communication models, three of them: Shannon-Weaver, Berlo and Schramm models of communication will be further discussed. 

2.1 Shannon-Weaver (1948) 
This model has got 6 concepts:
Sender (Source of information) is the person who makes message, chooses the channel of sending and sends it.
Encoder (Transmitter) is a person who uses the machine or machine itself, which converts message into signals or binary data.
Channel is the instrument used to send the message.
Decoder (Receiver) is the device which converts signals to messages, or the person who translates the message from signals.
Receiver (Destination) is the person who receives the message or the destination of the message. The receiver presents feedback matching the message received. 
Noise is a physical disruption, for example the environment or people, which makes the message send to the receiver different from what was sent. (Shannon, 1948)

Shannon made this model to improve technical communication and was used to send messages through the phone or telegraph where messages were sent to the machine and the receiver had to decode it and interpret it after. Weaver, later on apply the model to all kind of communications. The Shannon- Weaver model allows to check the noise interruption during the transmission of the message, and remove it to make communication effective, however, it can’t be applied for group and mass communication. 

2.2 Schramm (1954)
According to this model of communication, coding and decoding are most crucial processes of a good communication. Information doesn’t exist, until is put into words and passed to others. Recipient responsibility is to understand, what the sender wanted to convey. The message is useless until the second party is able to identify and decode the information. Schramm highlights, that the communication process is not completed unless and until the sender receives the feedback from the recipient, as communication is a two-way process. He also noticed that individuals from different cultures, religions or backgrounds got a different level of interpretation of the message. When one party sends the message to pass the information, the other has to understand it in the required form. In this model, feedback from the receiver is necessary even its not the desirable one. Any communication without feedback is incomplete and unsuccessful (Schramm, 1960).

2.3 Berlo (1960) sender-message-channel-receiver (SMCR) 
David Berlo introduced new model of communication, based on Shannon-Weaver model (1949). His model describes the elements affecting the separate parts of communication, making it more efficient. It focuses on encoding and decoding before sender sends the message, and before receiver gets it.
Berlo’s model has 4 components:
1.Sender invents the message. This person sends the message to the receiver. The factors related to the sender and also to receiver are: communication skills, attitude, knowledge, social systems and culture.
2.Message is the element sent by the sender to the receiver. The message can have a form of voice, audio, text or other media. The factors affecting the message are: content, elements, treatment, structure and code.
3.Channel is the method to send the message like phone or internet. However, in general communication, the human 5 senses are the channel for communication to be carried out smoothly. Hearing to receive the message, seeing for observing, touching, smelling and tasting.
4.Receiver picks up the message sent. This requires excellent listening skills to be effective, however, the message still might not have the same effect as planned if the sender and receiver are not similar. The receiver relates to the same factors as sender. (Berlo,1974)
The Berlo model has been criticised as it needs people to be on similar level for communication; it’s a very complex model. The main disadvantage is that this model misses out thinking, understanding or investigating as other gifts owned by a human being. Also, there’s no concept of noise as a barrier or receiving feedback so the effect is not considered. (Communication Theory, 2014)

3. Communication skills

Communication skills allow people to create understanding, during the process of communication. Individuals use them to give and receive different kinds of information. The skills used during the process of communication can be verbal, for example: active listening and effective speaking, or non-verbal, like gestures or facial expression, among many others. I will closely discuss these four listed skills.

3.1 Active listening:
During active listening, full attention goes to the speaker. Listening is an essential element of interpersonal communication. It is an active process when the person who pass the message is understood. Active listeners give the other person time to express their feelings and thoughts, however, they also demonstrate the ability to respond verbally and non-verbally. The signs of active listening are smiling, eye contact or posture. The active listener doesn’t get distracted, remembers key points of the conversation and asks questions. (Skillsyouneed, 2011) 
Active listening helps to recognise other’s points of view and feelings and to appreciate them. It helps to resolve disagreements, lets others know that they are respected, earns trust and understanding on certain issues.

3.2 Effective speaking
This skill is defined as speaking in a way which is clearly heard, understood and acted upon. It is very important how speaker chooses their words, how they are delivered, and how the non-verbal communication matches the speech. The right choice of words varies according to situation and audience. The tone of the voice should make listeners believe that they are delivered intentionally. Effective speaking allows to influence decisions, build connections or motivate change. (Labs, n.d.) 

3.3 Body gestures
Observations of people are always affected by the way they present themselves. The way they sit, walk, stand or hold their hands or head. The body movement gives the world a lot of information (Segal et al., 2019). Body language is very important as it helps to break the barrier of unfamiliarity and to bond with the recipient of information. Open palms, leaning forward and eye contact lead to building a healthy relationship with the other party. Closed posture, crossed arms and legs, indicates anxiety, hostility or unfriendliness, while open posture sends opposite signals like, friendliness, openness and willingness. (Vacharkulksemsuk et al., 2016)




3.4 Facial expressions
The human face is very expressive, and can show many emotions without using words. Across the globe facial expressions are very universal and mean the same throughout different cultures. (Segal et al., 2019). Facial expressions can show emotions like anger, fear, disgust, happiness, pain and more, and are learned since young age. They help to avoid behaviours implied by emotions so people can avoid conflict, danger or allow closer contact. (www.sciencedirect.com, n.d.).
The way our face shows emotions can improve communication and build the foundation of interpersonal relations. A friendly smile will always be a good start.


4. Case studies

In the case study ‘Barry and the barriers to communication’ we read about the young restaurant manager Barry who faces a lot of barriers in his work place. Even as a qualified food and safety officer he can’t keep the restaurant up to standards.
There are many problems leading to the conflict Barry has to overcome. The most important are: the language barrier, as the employees came from different countries and they don’t communicate in English, lack of training, because there is no time to organise it in a suitable time, lack of structure and time, for passing the managers knowledge to the staff. Also, workers are from different ethnic and cultural backgrounds, different age groups and all have a different view about food safety regulations. This situation takes Barry to the state of frustration, leaving him hopeless. All his effort is wasted. 
The solution for this problem is, as a good example Barry could give to the employees, even with his appearance (he came to work wearing dirty uniform), he should show more dedication/ work commitment. Pictures with instructions could be placed, so workers understand the signs. He could divide people in groups for better communication and organise more short staff meetings. That all needs good organisational skills, more team building exercises to engage the whole team in the process.  The Berlo model of communication can be used for this example as there are different challenges, miscommunication, social values and attitude involved. Barry could use different way of communication to engage them into work. Schramm model also, can be used to solve the problem because of the feedback.

The next case study shows misunderstanding between husband Pedro and his wife Maria. 
During the telephone conversation Maria asked Pedro, who was at work, to get her chicken for dinner. Pedro agreed. When he came home, he went straight to the kitchen, but Maria was in the sitting room. He was surprised when she asked him about the chicken, as he understood that he should meet her in the kitchen, not to buy chicken. The couple conversation was probably interrupted by the noise from the building site where Pedro works. Maria should use a different channel of communication like text message or email or just try to call later again. 
For this example, the Berlo model can be applied because a different way of communication, which could be possibly used. Also, noise is the factor in that case, which interrupts the conversation, so Shannon-Weaver model could be used as well.


5. Examples of poor communication at the work place

The example I would like to use is poor communication between an employee and manager. In this instance, the manager doesn’t speak directly to the worker in the difficult situation. The member of the staff called, that he will be late for work because of a personal problem. After that, the manager avoids face-to-face contact. This creates a very bad atmosphere and leads to the worker feeling neglected and treated unfairly. In the work place, people should communicate directly and be treated equally. That kind of behaviour is not openly aggressive but can make the relationship between the two worse. An open and honest conversation could fix the problem and build better relations.

Another example is not giving the clear tasks to the employees and having high expectations. The manager came to work in the morning and was upset that the referral letters haven’t been sent the previous day. However, he never stated that it should be done and when. This clearly shows poor communication skills from the manager’s side, and creates distrust and confusion among the staff. To solve the problems, tasks at work should be clear and related to members of staff directly. Also, the manager should improve his communication skills to know how to lead the team effectively.

6. Conclusions

Learning about methods of communication, the models and skills helps to understand its importance in interpersonal relations. Good communication is a necessary tool to achieve strong relationships in every level of life. In the workplace, especially the healthcare environment, effective communication between members of staff, and also between the staff and patient, affects work values and provided care.  
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Case study 1.
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MARIA and PEDRO

Pedro works on a building site and Maria is his wife.

One day Maria phoned Pedro.

‘Hello, Pedro, when you’re coming home, see if you can get
me a chicken.”

‘Okay,’” replied Pedro.

When he got home, Pedro took off his boots and coat and
went into the kitchen.

‘Maria, where are you?” He said.

‘Here — in the sitting room,” she said.

When Pedro went into the sitting room, Maria said, ‘Where is
the chicken?”

‘What Chicken?” Asked Pedro.

The one I asked you to get on your way home.’

Oh, no! I thought you said when I come home I will see you
in the kitchen!
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Case Study 1 — Barry and Communication Barriers:
Effective Communication as a Motivator

As you read their case, think about how you might help
communicate with the employee to remedy the conflict.
Answer the critical thinking questions at the end of the
case.

Barry is a 27-year old who is the manager of a
restaurant. He is responsible for supervising and
managing all employees in the kitchen. Employees
working there range from 16 years old to 55 years old.
In addition, the employees come from diverse cultural
and ethnic backgrounds. For many, English is not their
primary language.

Barry is qualified food safety officer who tries his best to
keep up with food safety issues in the kitchen, but he
admits it's not easy. Employees receive “on the job
training” about food safety basics (for example,
appropriate hygiene and handwashing,
time/temperature, and cleaning and sanitizing). But with
high turnover of employees, training is often hurried, and
some new employees are put right into the job without
training if it is a busy day. Eventually, most employees
get food safety training of a kind. The owners of the
restaurant are supportive of Barry in his food safety
efforts because they know if the Health and Safety
Inspector found standards to be poor, their restaurant
could go out of business. Still, the owners note there
are additional costs for training and making sure food is
handled safely.

One day Barry rushes to get into work on time. He had
been working on his car until 2 a.m. and realized that he
didn’t have a clean uniform. However, he managed to
find one that was not very dirty. As he dressed, he
realized that he needed a haircut and a good hand
scrubbing, especially after working on his car.

When he rushed into the kitchen, he noticed several
trays of uncooked meat on the work tops. They
appeared to have been sitting at room temperature for
some time. Barry is frustrated and doesn’t know what to
do. He felt like he was beating his head against a brick
wall in trying to get his employees to practise food
safety.

Barry has made many efforts to get them to learn how to
handle food safely. He has put large signs all over the
kitchen: KEEP HOT FOOD HOT AND COLD FOOD
COLD and WASH YOUR HANDS OFTEN. All
employees are given a thermometer when they start so
that they can assess the temperature of food. Hand
sinks, soap, and paper towels are available for
employees so that they are encouraged to wash their
hands frequently.
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Yeah.

Hello Ms. | have a message for you from
the care home. <

Are you at home now? o

I'm very sorry to let you know that your
sister passed away this morning. <

Yeah I'm at home. Is there a problem?

How. No.

As you know her condition was very
unstable lately and we couldn’t do more
to save her. v

| know. | was hoping.

Was she alone

| am very sorry we couldn’t let you know
earlier and wouldn't let you be with her
but they are very strict rules set up
during pandemic. o

However | was with her and she was not

in pain. s
©

| can't believe.
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| can't believe.

We did our best to comfort her
Y

It must be very hard for you. If you need
any help please feel free to ask me and

I'll guard you. <
Do you have anyone at home with you
now? %
I'm alone.
Can we talk after 5 min?

Please

| will call you a bit later to check on you

and also inform the rest of your family.
Y

I'm very sorry for your loss o

Thanks. Appreciate. Sorry | need some

time. @

| understand Y
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