
Claudio Muratore 
1914794 
Effective Team Working and Communication 
Lecturer: Dr Gulnar Ali

 
This paper is going to cover 3 of the existing effective communication models and explain why they are so important especially for health and social care.  
The paper will analyse what these models are, explaining why behind every exchange of ideas there is a communication process that can be either effective or ineffective. Effective communication is extremely important in health and social care roles. 
 
Communication is a fundamental part of people’s daily routine; everyone can only benefit from effective communication, especially when it comes to health and social care. 
In a social care workplace is essential that the communication process between workers, and with patients, is as clear as possible in order to avoid misunderstandings that could possibly lead to serious consequences both for the patient and/or employee’s safety. 
 
Every worker face challenges when it comes to communication, depending on the nature of the business, employees face different obstacles every day when it comes to communicating in an effective way. 
An individual would need to overcome many factors when the workplace is in a noisy or dangerous environment, therefore, effective communication is a must in order to make the message understandable to the receiver. Someone else who works in a very calm and safe environment has less interference during the process. 
A carer often works with disable people, therefore, communication, both verbal and non-verbal, becomes extremely important to keep them safe and collaborative.
 
SHANNON and WEAVER model was the first to introduce the “Noise” factor into the equation. 
It was created in the 1940s after the 2nd world war when an American Mathematician, Claude Elwood Shannon, wrote the article "the mathematical theory of communication” for Bell System Technical Journal in collaboration with the scientist Warren Weaver. 
This model is divided into five factors that define the communication between individuals: 
 
•	Sender (Information source) - This would be the person who’s sending the information, therefore, is the one who chooses the channel to complete the task 
•	Encoder (Transmitter) - The encoder would be the sender’s tool to convert messages in signals or binary data. It could be referred directly to the machine used. 
•	Channel - This is chosen by the sender and it is the channel used to send the message 
•	Receiver (Destination) - This would be the person who’s receiving the message from the sender, furthermore, it is the one who provides feedback when the information is received. 
•	Noise - These are all the interferences, in the environment, for example, that could change the meaning of the original message. 

The sender encodes the message in order to send it to the receiver through the chosen channel, also, the sender converts the message into codes in order to make it understandable to the machine, this will make possible the transmission to the receiver through the medium. 
Once the message has arrived at the Receiver this one has to decode the message in order to understand it and interpreting it, therefore, a noisy work environment makes effective communication harder because the channel could have been affected by the noise factor causing issues in the communication process between the sender and receiver (interference, background rumors, etc.). 

This model can be applied to both communications through machines and communication face to face. 
The brain could be the sender, using the mouth as an encoder (producing a certain language or the right sound), on the other side the receiver could be the hears of who’s receiving the message, using the brain as encoder and receiver. 
In this case, the noise is the environment and the receiver response is the feedback. 

The criticism about this model are: 
•	It can be applied more for communication between two people rather than group communication and mass communication. 
•	Receiver plays the passive part in the communication process as the sender plays the primary role that sends messages. 
•	Feedback is taken as less important in comparison to the messages sent by the sender. Without feedback the message could be misunderstood causing problems of interpretation that could lead to issues between individuals. 
•	This model has been taken by some critics as a misrepresentation of human communication as it is not mathematical in nature. 



Sometimes, even if the noise factor is not in place, communication between individuals could be harder than expected. In order to exchange messages and maintain the original meaning of the message, the sender and the receiver need to have a certain level of communication skills, to encode and decode information the right way. 
For example, if a patient has limited communication skills, and cannot explain himself the way he wants, then the communication with the carer can become harder, however, the role of the carer will be to understand the body language, attitude, and other factors to get what are the needs of the patient at a given time, thereby, in any situation, applying an active listening to the discussion can only improve the dialogue between individuals.

The Professor and the village people case study is a clear example that if the communication skills of the sender are higher than the receiver the message cannot be decoded. 
With less knowledge, the village people in question, could not understand what the professor was saying, thereby, his house burnt down creating a very unpleasant result that could have been avoided by passing the message in the right way. 
 
To explain the above in 1954, 6 years after the Shannon and Weaver Model, Wilber Schramm proposed his Model of communication as well. 
 
According to Schramm's model the information is useless if it can’t be put correctly into words, for this reason in this model the main and most important steps are encoding and decoding, ultimately, these are the essential phases for effective communication. 
 
Schramm believed that the communication process should always end with the feedback from the receiver, because effective communication is a two-way process between people, therefore, any communication without feedback from the receiver is not complete and the communication is ineffective. 
 
Schramm also added that an individual's background and culture make a huge difference in how the message is interpreted from the receiver therefore, it should be considered from the sender in order to have an effective communication process. 
Every culture has its own way to communicate for personal, traditional, or religious reasons thereby, between people from different backgrounds and attitudes the message could be altered from many factors (words used, body language, etc.).
For the reason above, a good carer should use an empathic approach in order to find a way to communicate with patients from other cultures and backgrounds.
 
 
According to David Berlo (1960) and his Communication model called “Berlo’s Sender-Message-Channel-Receiver Model of Communication” there are 4 main roles for effective communication: 
•	Sender 
•	Message 
•	Channel 
•	Receiver 
 
 
As we’ve seen in the other model the sender is the person who’s preparing and sending the message to the receiver.  
Berlo’s model points out those factors that affect the effectiveness of communication based on the sender's abilities. 
•	Communication skills of the sender that can include, speaking, writing, listening, etc.  The message cannot be transmitted as good if the sender or receiver has a lack of communication skills. 
•	The attitude of the individual can determine if the communication is or isn’t effective both from the sender and receiver.  
•	The more knowledge the sender has in regard to a given subject the more confidence he will have while transmitting the message therefore, better communication is just a consequence of that confidence. 
•	The social factors can affect communication in many ways, these factors include beliefs, background, laws, rules, and many others. Based on the sender's social factors the message will be sent in a certain way instead of another. 
•	The culture is a really important point that we must keep in mind for effective communication. A certain message could be received as very kind in one culture and might be very rude in another affecting the communication result. 
 
Berlo also broke down the message to explain how it is composed: 
“Content”: The content is the full message that we want to pass to another person. 
“Elements”: The elements of a message are those non-verbal facts that can alternate the meaning of the message or reinforce it like gestures, movements, expressions, etc. 
“Treatment”: This is how the message is transferred to the receiver 
“Structure”: The structure of the message is how you put in order your message; it is also really important to ensure the effectiveness of the message. 
“Code”: By code, Berlo means the way you actually transmit the message (letter, video, language, etc.) 
 
The channels are those ways we have to transmit a message. For communication between people in general the channels are the 5 human senses but for mass communication, these can be the internet, tv, telephone, etc. 
 
Finally, we have the receiver, this is the one who gets the message sent. Berlo’s model points out that the sender and receiver should be similar, otherwise the message could be affected and therefore an effective communication would not be possible. 
 
The criticism about this model are: 
 
•	This model does not mention any “noise” factor that could impair the communication 
•	Without feedback from the receiver, even if the message was misunderstood, the sender wouldn’t know that the communication has failed. 
•	It works best between similar people which could be rare in real life. 
•	The model has no room for the sixth sense of human beings like thinking, understanding, and processing methods. 
 
In my experience, it can be really difficult to transmit the right message in the right way, furthermore without confusion or uncomfortable alterations. 
Becoming a manager had me thinking about how an individual should transmit a message to the employees without risking misunderstandings that could eventually lead to more workload for the workers or internal issues between members of the staff.  
 
When I first started to manage people, I’ve encountered many problems communicating with the staff in an effective way. I’ve always thought that because I’m a worker who never stops pushing for the best results other people should behave like me in a work environment; however, after some uncomfortable communication issues, I’ve changed the way I talk to people making the workplace a nicer place to be. 
 
At the beginning I used to pass messages at any time throughout the day underestimating what was around me in a given moment, causing confusion between staff as most of the times there was too much noise around us or maybe it was a moment of their shift where they had many other things to do. 
The case study of Pablo and Maria is a clear example that in a noisy environment and without the receiver focus while decoding leads to an incomplete task, causing either a small issue like not buying a chicken or bigger ones like not feeding a patient. 
 
After many tentative I’ve found a way to communicate in a better way, making them feel comfortable and willing to listen to what I need them to. 
At this time, I talk to them in a separate area at the beginning of their shift where we can have a quiet space and they are still relaxed and more opened to listen. 
Changing my approach made them realize that I was there trying to communicate without conflicts thereby they’re attitude toward me changed drastically furthermore my job became easier day after day because the team receives the message and they applied as it should without doubts or confusion on how to lead their own shift.

In conclusion, a good carer should take into consideration all the models of communication to make their patients feel safe and understood, thereby, they can focus on the problem to overcome while under care. 
The effective communication models have been created to help everyone understand how an effective communication should be structured to get the best results, eventually every day we can improve our communication skills and enhance the chance to create something bigger than we ever think of.
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