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The scope of this paper is to create a briefcase about what I learned in class about effective communication including evidence of exercises which I did and I will write some things about my experience from my job which relates to communication in context of health and social care. This portfolio will prove what I understand by communication skills, what are de models of communication and all the aspects of it to deliver an effective communication.

It is evident that workers in the health and social care industry need to cope with a wide range of people who have different needs and issues of their own. However, if contact with staff and service users is not good, it could influence the interaction between different groups and, from the point of view of users, the regularity of care could be stuck. Employees are then expected to aim on improving their direction skills in order to improve their quality of service.  Possibly, there are different theories that can help you understand the importance of communication skills in health and social care (Dissertationhomework.com, 2014).

Effective communication means an act of delivering information’s with the scope to create an understanding and is divided in three channels: 
· Verbal communication- things we say through our voice 
· Nonverbal communication-things we can not say but we express them through our body language
· Media-newspapers, magazine, promotional materials. 

Effective communication is a skill that all health professionals use, and is not only critical, but is necessary to meet patient’s needs.  I work as a community healthcare assistant with pediatric patients were effective communication has a very important role because everyone knows that children in health environments face a range of emotions, from fear to anxiety, which may be expressed by unfamiliar environment, people and equipment (Ahern, 2017).
However, through the use of age-appropriate language and complex diversion techniques, health care providers can support paediatric children effectively with such treatments, resulting in the best results.
 My job relates to looking after children with complex care needs.  With most of them I communicate nonverbal. Here, my body language which is a very important aspect help me to communicate effectively with them. I always use my posture, gestures, movements, eye contact, facial expression, the way how I dress, to make sure they understand my message.

Communication in the workplace is very important and means encoding and decoding messages by:
Verbal communication
Nonverbal communication
Posturing 

Poor communication and cooperation between health professionals is directly linked to ongoing medical errors and the loss of personnel. In fact, the absence of adequate support structures, expertise and professional responsibility results in contact discrepancies that could affect patients (U.S. Newswire,2006.).

Effective communication in healthcare sector is important as well because:
· All patients feel comfortable with a good communication. 
· Patients may feel in control through good communication. 
· Good communication improves the performance of patients (rcn,2015).


Effective communication has few components: 
Active listening
Assertiveness
Centralized/de-centralized communication
Virtual communication
Knowledge sharing
Problems
Challenges


Related to my job, I always make sure I have an effective communication with my patients by listening them/understanding them/responding to them. The same time I always ensure I have my listening skills as well, improved over the years which I spent doing this job. 
Effective pauses
Minimal encourages 
Mirroring
Labeling 
Paraphrase
Summarizing

I also learned from my experience as a healthcare assistant that communication has influences and implications. Healthcare professionals can speak to people of different educational, cultural and social backgrounds and they must do it in an effective, caring and professional way. Communication is directly linked to the ideals and culture of individuals or organizations.
People should value the thinking and working style of each other. The implication and community must include appreciation, and, above all, the support environment must be supported. When respect is very minor, then effective communication methods within the company can never be developed.
When I had my first interview to get this job, the source was one of my worry. But was successful because that interview depended on how credible I am, my attractiveness, my expertise and my similarity.
Because of my culture and language, first few years was a bit difficult for me to perform in this role. Language was one of the worst problems when I started working and from here, I faced encoding errors.
Written communication has a very important role in employability and in Academic study as well. At my job I have a duty as well to write every shift, report of what I did during my shift and to write formal letters as well. 


An effective communication can be checked by following: 
Clear
Concise
Concrete
Correct
Coherent
Complete
Courteous

 As I mentioned above, my first beginning in this job was an issue because my language barrier. Using complicated medical words, or ‘jargon’ was difficult for me to deliver my messages but was part of the job and I always tried to put things, so they are easy to understand. I tried to use language that is simple, clear, concrete, coherent, while staying honest and true.  I based my language on the questions put to me and the cognitive ability of the patient I was speaking with.

Also, written communication is used in healthcare sector and remains the larger and most used form of communication between healthcare professionals. The most frequently used forms of written communication are referral and discharge letters (Vermeir et al., 2015).

 Types of written communication:
Letters- Formal (promotional materials, product information’s, handbooks, logs, plans), need to be direct to the point, polite, action orientated, encourage a response.
       - Informal: include basic rules and show supportiveness. -internal (family, friends, close people).
                                                                                                      -external (outside people, not that close to you).

Memos
Reports- Introduction (subject matter)
                    -Main body (Procedure, Assessment, Analysis) 
               -Conclusion (summary of what you done)
               -Appendices (detailed information)

Factors in successful written communication are very important in Academic studies to perform well, e.g. words/sentences/paragraphs/tone.
I learned in class as well how to improve Academic writing, by not using contraction, avoid using abbreviations… 

Another lesson in Academic studies was about Active voice and Passive Voice
[bookmark: _Hlk27585048]Active voice is used for most non-scientific writing. Using active voice for most of the phrases will explain their importance to readers and will avoid the phrases less confusing or wordy. Only science writing will distort the context of related statements by overusing passive voices.

Using strong verbs:
Example; - Weak verb- He gave assistance to my friend.
                 -Strong verb- He assisted my friend.


Channel- Source where the message is situated.
Decoder- done by the receiver 
Encoder-here the message is transformed into signals.
Feedback
Receiver-the one who receive the message.
Sender- the person who deliver the message
Shannon-Weaver model of communication includes few concepts: 


I also learned in Academic studies that communication is divided in 3 models:
[bookmark: _Hlk27581866]Shannon-Weaver model: The sender encodes and sends the message via a digital channel such as telephone and telegraph to the receiver.  

[image: Shannon and Weaver communication model]



Berlo’s model of communication:
The model focuses on encoding and decoding which happens before sender sends the message and before receiver receives the message respectively.
Berlo Model has four components of communication:
· Sender is the source of the message or the person who originates the message.
· Message; is the substance that is being sent by the sender to the receiver.
· Channel is the medium used to send the message. Channel refers to five sense organs: hearing/seeing/touching/smelling/tasting.
· Receiver is the person who gets the message sent in the process. 
 Each of the component is affected by many factors.
[image: berlo's model of communication]




Schram model of communication 

Schram model of communication is containing all basic principle of communication. It is used to identify how communication between two peoples work.
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Over few years working as a healthcare assistant, I gained lot of experience and my communication skills improved a lot. 
During my daily tasks, I connected with and improved my skills with patients and also had the opportunity to learn from the practise of more colleagues by working in a team. Teamwork had a very important role as well in my development plan through the effective communication.

Another in class lesson was about Stakeholders.
Stakeholder Communication strategy      - verbal communication(telephone)
                                                                          - letter communication (informal)
                                                                          -media (tv, news, magazine, conference)

[bookmark: _Hlk27595058]What Are the Benefits of Stakeholder Communication?
Stakeholders involve individuals and organizations that influence an impact or company's success. Employees, suppliers, clients, corporate partners, creditors and owners, local authorities and regulators all contribute to stakeholders. The values, behaviors and preferences of various stakeholders vary. Effective communication means that they are presented with relevant information and develop good attitudes about their organization or task (Chron.com, 2019).
Regular interaction and constructive understanding with stakeholders will help to build successful long-term relationships with key groups. There are several advantages of a strong relationship. Consumer interaction can be good as customers make purchasing decisions.
Effective communication in stakeholders result in reaching their target groups, goals, objectives.


In class exercises:
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This paper shows that the effect of communication has become evident on different aspects of health and social care. Communication skills and communication processes could be separated into two groups via this report. The gap between these factors and their applicability has become obvious. A significant knowledge of current studies also offers the role of principles, cultures and legal practice. The latest study also tells several other ways to improve contact. Communication cannot be ignored because it is important for service users and social and healthcare services. The relevance of communication skills has been outlined in this study. In addition, the different factors which could affect the quality of communication have also been totally explained in terms of health and social services. These are, therefore, some important aspects of the contact included in the study.



Conclusion

In conclusion, it’s all about us to connect. This is how in everyday life we communicate with each other. The reason we obtain feedback has a lot to do with our senses and even if a sense is damaged there are still ways to get that message through.
 Contact is not only vocabulary but a mixture of body and sound. You can use your voice and body language efficiently to communicate the message. It is often advised that eye-to-eye coordination be formed when appropriate instead of other types of indirect communication. Not only will you send the wrong message for some time, but only a phrase will cause lot of problems. The job of health and social care can be generated by gratitude and recognition, in which workers are encouraged to improve communication.
Communication is an important business aspect. While communicating is a common part of human interaction it is important to think about how you interact respectfully and efficiently that suits your roles and your credibility as an employee and in Academic studies.
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In-class exercise 2

Exercise2: Writing an e-mail.
You are a teacher of Communication and have received this e-mail from one of your students:
| Dear Sir,
1am writing to you because | am confused about Communication.
Could you please explain:
| 1.What Communication is:
| 2. The shannon-Weaver model.
| 3. What is meant by non-verbal communication and why it s important.
Many thanks,
Lucy Mars.
Reply to the student and answer her questions. Use a diagram in your answer, if necessary.
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Student Name: A&'na Halun ga Student ID/Group: 1,20 ¥X5 2

Time allocated: 1 hour. Please return yaw‘péper to the lecturer upon completion. It will be returned
to you at the next session. You will need to include a scanned copy of this exercise in the form of an
appendix together with your Task 1 (part of the Assignment for this module).

Ex.1. Read the cases and answer the questions that follow
CASE 1: Mary was working on some paperwork when her daughter came into the room upset. 1
As the child told Mary what was wrong and how she felt, Mary kept typing on her keyboard and
said, “It'll be OK,” and ‘Everything will be all right.” She was confused when the child only
continued to become more and more frustrated. Just then, Mary’s phone rang and she was all
excited when she heard her friend’s voice. They spoke for fifteen minutes and when the call
ended, she turned and said to her daughter, ‘Oh, darling, that was Susan. I'm so excited about

| seeing her tomorrow!". The child broke down and cried.
);U e B 0 af th[mren‘t Mary’s calming words having any effect on her daughter?

3 5 oy

—= = |

o = —

2. What could she have done to make the situation better?
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CASE 2: Steve was exhidusted from work when his wife, ally, carké home. So he waslite
annoyed when she began telling him all that went wrong about her day. He interrupted her and
said, ‘I'm so tired, can't it wait?". The next morning while they were in the kitchen making
breakfast, Steve said, ‘Did | tell you what happened at work yesterday?. Sally said nothing, but
walked out of the kitchen.
Why was Sally upset?
& Q p 0C AL o7 Urde

odl) Lopoudoe . He did s préss_in Z
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Review any lecture content not covered. See Weeks 1-6 on moodle.

Exercise: Classroom divides into self-defined groups of 4-5 persons. (S minutes)

Reference: Essential Texts from the Module Outline, Maund et. al. 2017 and Morgan 2017

The situation: (Read aloud and clarify keywords and discuss anything ambiguous)

The team are the management of a huge BMW dealership in London and the South East.
(Pick another car brarid if you do not like BMW)

They have been caught discounting vehicles against other dealers to close sales. The Brand
owners in Germany have asked them to relinguish their distributorship. A Chinese electric

car brand is eager to find a British partner to test the market for electric cars. They have
‘made an exploratory phone call to management.

‘The work force knows something is wrong and people have started informally to ask
‘questions to management. Management have replied with “we are still BMW dealers as at
* this moment.... You must concentrate on your work in front of you”.

The work force has key members who are taking days off without warning or due cause.
BMW have given them a deadline by which they must cease activity as a main dealer.

TASK:

L.Identify stakeholders (individuals and groups)

2. Create a communications strategy.

3. Identify target groups,

4. identify goals of objectives,

5. Describe a way of communicating with these groups to achieve your objectives

Words and Messages. and Media.

6. Develop a briefing for each of these stakeholders groups, organised as if they were here
in front of you, use as many people as possible and reach these groups.

sentation

Each group presents the main features of their communication strategy to the other groups
present

e —




image7.jpeg
Communications Strategy....Your group's idea: .Other groups' ideas

Communications Strategy —  Vexsaf (4efephone )
. Aehen ¢ ,Wym/)

TargetGroups  — Akish portnet

- My Aeam
—  Chinese ,

Communications Goals :
>Kéé? THE MWUSSINES QunING
ives

Communications Objecti

Words — vensal

Messages — \Jexbot] / LetHers (”"ﬁ”’m‘é)

Media = TV) mews, meswypepel, W{/@I{Pﬂ@f (mﬁ‘rv)

Briefing - "
Who — PoMu feom and AHHSh pornd

When - Deaellin€
Where —  PSMW ( Loadou and Soush FQH) i 0-l/mz(6e,,,,,‘,:7),
why - BMW IS the main desler

How —*

Refer
Maund et al. 2017 Chapter 3 Chapter 4 and Chapter 5

Maund 2017 Chapter 4 Table 2.1 “Non-Verbal Communication Codes: Consider the
fessional Context”

rgan 2017 Cultural Difference p.285




image8.jpeg
Trinity Saint David Effective Team Working and Communication - Term 1
Tonoon BMSwW4002

In-class exercise 1

Student Name: _A(ma_Hofm Student1D: /90743

Time allocated: 1 hour. Please retfn your paper to the lecturer upon completion, it wil be retarmed
o,you at the next session. You will need to include a scanned copy o this exerciseinthe form ofan
appendix together with your Task 1 (part of the Assignment for this module).

Ex.1. Read the following brief and write a business email according to the instructions.

Youare the Director of Communications at your company and you would like a Supervisor, Mary
December, to go on a training course in non-verbal communication because you have observed
that her non-verbal skils sometimes send the wrong message.

- Tell Mary why you are writing
-2y hat you have observed about her communication skills

- Tell her how you think this course would improve her skils and her relationship with her fellow
‘workers,
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COMMUNICATION: A CASE STUDY
withthe employee to
wherever

Exercise
A5 you read ther case, think bout how you might help communicate o
remedy the conlict. Answer thecrtca thinking questions at the end ofthe case 3nc,

possible, say whose communication model s relevant.

'BARRY AND S STAFE

Bary s 3 27-year old who s the manager of a restaurant. e s responsidle for supervising and
managing al employees i the ktchen. Employees working there range from 16 years od t0 55
Vears ol. in addition,the employees come from varied cuturaland ethnic backgrounds. For many,

Englis s ot ther primary langusge
Barry has a Health and Safety (Food) Cetfcate and tries his best to keep up wth food saety issues
In the kitchen, but he agmits's not easy. Employees receve "on thejobtraining’ aboutfood safety.
basics (for example, appropriate hygiene and handwashing, timetemperature, and cleaning and

sanitizing). But with high turover of employees, raning is often huried, andsome new employees

are put ight into the job without training i i s 2 busy day.

(One day Barry oversiept because h had been working o his car until 2.m. e was rushing around.
‘and realized that he didn't have a lean uniform. However, he managed to find one that was ot

very dity.As h dressed, he reaized that he needed a harcut and a good hand scrubbir,espscially

after working on his car.
When he arrived at work, he dashed into the Kitchen and noticed several tays of uncooked meat.

on the work tops. They appeared o have been siting at room temperature overnight.He caled one
of the kitchen staff and asked: 'Why did you leave the chicken out when | old you to put them in

the fridge?
The man replied: | heard you screaming but | thought you were trying o talk to the chef above the

noise ofthe food mixer he was using. | didn't know you were talking to me'. Barr s frusrated and
doesn't know what to do. He felt ke he was beating his iead against a brick wall n trying to get

his employees to practise food safety.
He has made many efforts o get them to learn how to handle food safey. He has pt large sgns.
allover the Kitchen: KEEP HOT FOOD HOT AND COLD FOOD COLD and WASH YOUR HANDS OFTEN.

Questions:
e the communication challenges and obstacles that Barry faces?

1 wh
Which communication models can you use to explain Barry's problems?

2
3. What solutions might Barry consider in addressing each of these challenges or obstacles?
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