Dimitar Premyanov
Student number: 1918696, CertHE T1GH3_GRP
Effective Team Working and Communication (BMSW4002)
Dr Gulnar Ali
Task 1


Communication



Introduction

When communicating we express ourselves - our thoughts, love and desires in a world in which we are not alone. By communicating with those around us, we make an impact, but we are also constantly subjected to someone else's influence. Our family, friends and colleagues talk to us every day, sometimes more than we would like to. Words, looks, gestures and emails seem to be constantly bouncing or spinning between us. 

Outside of verbal communication, in the hours we are awake, like Charlie Chaplin, we play tirelessly in our "silent film" - even when deprived of an audience. Some days, our “quiet side” emits energising positivity whilst on others, it raises questions such as: “Are you okay?”.
We could possibly all agree that unlike ever before, today, we are literally swimming in a vast and exciting ocean of information called Communication. The raft we have stepped on is probably our emotional intelligence - without it, we will drown.
In this brief report I will aim to summarise the most important things I have learned during the past academic period in the discipline Effective Team working and Communication.

What is communication?

If we assume that we begin to communicate with our first cry as a baby, we can conclude that communication is a relatively accurate synonym for the word life. If we die - the curtain falls as a last barrier, and communication disappears. Or more optimistically, we can say that it goes exactly where life does.

In literature there is a huge number of authorial attempts (definitions, theories), trying to frame the term "communication". In this report, I will quote two different definitions each focused on a different aspect.
The first makes an unambiguous connection with the etymology of the word (see Appendix A):
Communication is the exchange of thoughts, information, or ideas that results in mutual understanding between two or more people (Maund, Schriek, Tinkler, 2017).
The second definition presents communication as a more of a process - with its complexity and its various, diverse manifestations in human life:
Communication is one of the most persuasive, important, and complex aspects of human life (Littlejohn, 2002).
It is important to understand that the many definitions and theoretical attempts to explain communication would never have existed if we had not realized the fact that our ability to communicate effectively is one of our most important skills in life.


Communication Models

The mathematician Claude Shannon and the electrical engineer Warren Weaver published their theory in 1948 to improve technical communication. Over time, attempts began to be made through the model to build an idea of universal communication.
In this report I will not focus on the mathematical aspects of the theory, on the contrary, I will try to present it as a real model of human communication.
The original model of Shannon and Weaver Communication Model (see Appendix B) fits into 6 key and linear concepts:

Sender - the person at the time of creating a particular message. For example, it could be me.

Encoder - here is my personal and intellectual choice of how to send the message. If I read aloud the Little Red Riding Hood to my child, I have chosen (through the words in my voice) to "decode" the text so that the story can be heard and understood. By changing my tone as I read the wolf's words, I will even try to give additional, also decoding information - how scary, strong or stupid he is, and so on.
 
Channel - in the example above, the channel is my voice. That is what I have chosen. But if my child listened to the story on the radio or television, the channel would be the "radio" or "television", ie. as suggested by the narrator (sender).

Noise - this is all that would disturb my reading of the tale. There will be internal noise if I make a mistake or miss a word or just fall asleep while reading. In this case I am the reason for the noise. But if a wasp enters the room and I have to chase it away, or the power goes out suddenly and it gets dark, in both cases I will have to stop reading. The difference here is that in these cases the cause came from outside - whether it is a wasp or something else.

Decoder - opposite of an "encoder". If the words in the story were appropriate for a five-year-old child, it is probably easier for him to understand (decode) the "message" because he is indeed at that age.

Receiver - my child, who was here in the role of a passive listener. But nowhere did I mention that they ever interrupted me by asking a question.

When Norbert Wiener later added the 7th concept of "feedback", he changed the model from a linear to a circular or interactive model. In this version, if we assume that my child had encountered some semantic barrier, he would have asked me a question, and I would have had to answer him. It is this feedback that will help him understand the story better. In addition, I will find out exactly which part of the story was not understood. If we assume that while answering his question, my child enters the role of the "sender" and I of the "receiver", it is these characteristics of communication that are actually embedded in another model - that of Schramm. Considered one of the pioneers of mass communication, Wilbur Schramm (Moodle, 2018) offers a model in which decoding and encoding are the most important elements of communication (see Appendix C).  Here, the roles of the "sender" and "recipient" are constantly changing during the conversation, and it is important that their individual knowledge, experience and culture are relatively close. 

Another interesting linear model of communication is that of Berlo (see Appendix D), also called SMCR where:

S - The sender, or the one who transmits the information, must have good communication skills and have the right attitude towards the "recipient". In this way, it is guaranteed how influential his speech will be. Like Schramm's model, the sender's knowledge should be similar to that of the recipient.
In addition, the social system must also be kept in mind. In other words, if we are going to speak out against communist regimes, it would not be good to choose a platform in North Korea.
Another similarity with the Schramm model is the condition that the sender must always note the cultural origin of his audience and comply with it.

M - A message that should have well-prepared content, ie. it should be relevant and influential. A speech must be supported by adequate gestures, change of intonation, etc. The structure of the message is also important and, if necessary, it should be divided into sections. You also have to carefully choose the correct code with which the information is submitted, ie. to have integration between the selected words, expressions and gestures,

 C - Channel. In short, here Berlo perceives our five senses as channels through which communication flows.

R - A receiver is the person who receives the message. Assuming that the sender has met all the requirements (listed above) and the receiver has good listening skills, the communication should be effective.


Communication barriers

Sometimes, our ideas "infect" others and provoke certain feelings in them - just the way we wanted. In such moments we accept communication as a gift. But sometimes "something goes wrong" and our messages are badly decoded and simply misunderstood by others. After that we instinctively start looking for the cause of the misunderstanding. Why was I not understood? Where did I go wrong? Which visible or invisible barrier prevented my message from being properly received? 
Was it the shape of the table? If so, I will replace it with a round one for the next meeting - so everyone feels equal. Did I maybe use "I messages" too often instead of "we messages". Semantically, did I speak correctly? Judging by their faces, they did not seem to understand me well ... And the structure of my speech itself? Should I not have started with the "bad" news and ended with the "good" news?
And so on…

The easiest, yet very abstract way to explain communication barriers is to associate them with "noise" in the Shannon and Weaver model. Certain aspects of Berlo's model (lack of communication skills, differences in cultural background, etc.) also coincide with the idea of communication barriers.

In addition to what has been said so far, we must be careful with the barriers that must be lowered.
Knowing the reason for my friend's sadness, but realising that he doesn't want to talk about it, will make me choose my words carefully in conversation with him. The question is intellectual or can simply be related to what we often call the "common sense."
Recognizing the types of barriers is crucial, especially for a person seeking a career in health and social care. Our concentration on the verbal and non-verbal accents in the received message would help us to overcome the communication difficulties. Of course, it is sometimes difficult to control our inner noises (anxious emotions), or to anticipate the feelings we evoke in our listeners. Ultimately, as an effective listening process, it is not related to our physical ability to hear, but rather is a mental process that is central to our relationships with our co-workers and patients (Maund, Schriek, Tinkler, 2017).


People are different

Probably most people will easily agree with the cliché that "people are different", but let us ask ourselves: How do they know this? Or how do I know this?

I owe to my parents the basic knowledge to rely on the warmth, goodwill and concern in the voices and actions of others. Later on, meeting different people, I realised that communication styles can be quite different and do not have to necessarily be in warm colours.

Personally, I am probably about to start working as a health care assistant. Thinking about my future, I visited www.nhs.uk, and went to the section "Communicating with someone with dementia" and read the recommendations on how to properly conduct our conversation using the most appropriate verbal and nonverbal accents. At first unconsciously, but then carefully, I compared what I read to my memories of my grandfather’s last years of being alive (he suffered from Alzheimer’s). I remember with what care, thoughtful words and careful movements we controlled his seizures, especially in the critical part when he did not recognize us. Over the course of my life I have seen others with the same diagnosis, but each time, I have seen how there is a difference between them - a difference beyond the disease. It is as if the diagnosed introvert retains something of his more indecisive nature, unlike the diagnosed extrovert.

Accepting the fact that people are different, it will be easier for us to accept the idea that not all patients want the same kind of communication, if we understand their differences, we can increase our effectiveness. (Allen, Brock, 2000) 

Conclusion

Looking at the above lines, I admit that I did not often use the phrase "communication skills", as well as the word "team". To some extent, this was done on purpose. Knowledge is power. It is not necessary to step into the shoes of Pedro or those of the eccentric professor if we have sensed the cause of their errors (see Appendix E and G).
Similarly, if we have understood the models, types of barriers or the positive effect of the synchronicity between verbal and nonverbal communication - this is the thing that will fill in the gaps.

Throughout our lives we have always been part of a team, that could be our - family, organization, etc. Intending to work for the largest employee (NHS), I realise that my personality should only stand out if it benefits the organization. In other words, I cannot afford to use the word "I" inappropriately instead of "you" or "we", but if I took personal responsibility, I would gladly use it. 
From another point of view, if honesty and empathy are an eternal part of our individuality, the freedom to be ourselves will not irritate anyone. On the contrary, it will bring freedom to those who need it.
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Q1: Why didn’t the village people help the Professor? Q2: What should I're have done
him? Q3: Whose model of communication do you think can

to get them to help
explain this situation? Q4: Why?

Answer(Q1): The fact that the professor had never met with these people before (despite how close
his house is to the village), shows that he has consciously instead of unconsciously been
constructing physical barriers which means he has had zero communication with the village's
residents. With the information provided, we can presume that the professor’s
background/ancestry and level of education is different from the one of the villagers - which is a
prerequisite that in an eventual communication, difficulties will arise. That also suggests they may
possess a different culture, which can therefore lead to semantic problems in their
communication. In principle, higher social status is often a challenge when it comes to
communication (it is often a barrier). In this specific case with the professor, we can even say that
there was no communication present. Let me explain: if we were to ask a person with Alzheimer's if
they have had lunch, and they do not answer back, what type of communication would that even be ?
If we still wished to include a model for this situation, we can choose any linear model (Shannon and
Weaver or Berlo) where the noise is so loud that the message is left misunderstood. At a first glance,
the noise can be associated with semantic barriers. It is like if the professor had a child with a
stomach ache in front of him and he were to ask “/s your pain radiating towards your back?”. Due to
the same reason, the people in the village did not understand the complex sentence with which he
appealed for help with.

Answer(Q2) - He should have taken in mind the cultural background, level of education and perhaps,
even the social system he was in, in order to send out an appropriate code to the people so they
understand him correctly. His treatment should have been different, as he should have known how to
present his message so that it is appropriate to the meaning (Berlo's model).

Answer(Q3) - If we still wished to include a model for this situation, we can choose any linear model
(Shannon and Weaver or Berlo) where the noise is so loud that the message is left misunderstood.

Answer(Q4) - Berlo’s linear model of communication based on the SMCR model: The professor has
not judged the villagers’ knowledge correctly which has affected the content of the
message(semantic misunderstanding). As well as that, he has not taken in mind the cyltura!
background and perhaps, the social system of the people he was with. The message itself, apart
from the content, it also lacks the correct code needed to get his point across.
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Berlo's Model of Communication
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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!

O: Why do you think Pedro misunderstood Maria?

A: Pedro works in a noisy environment so he misheard his
wife. Because the word ‘kitchen’ sounds similar to
‘chicken’ that made the situation even more confusing. In
this situation they are communicating through a phone, so
there could have been technological barriers - their
connection might have been experiencing issues.

Q: Whose Model of Communication explains this confusion
and why?

A: The Shannon and Weaver model of communication
(linear model of communication), but with the added 7th
concept (feedback) by Wiener that changed the model into
a cyclical model. In Pedro and Maria’s case, there is no
feedback which is causing their problem. There also is
‘internal noise’ as Pedro makes a mistake decoding the
message sent to him by Maria and he could have currently
been doing a specific task which involves his attention.
‘External noise’ is also present in this situation as Pedro
works in a busy construction site which is most likely a
very noisy place.

Q: How could this have been prevented?

A: Yes, if Pedro was to ask Maria to repeat her sentence
then he could have potentially understood her clearly.

Q: Whose Model of Communication explains how it could
have been avoided?

A: Mostly Shannon and Weaver’s model with the 7th
concept of feedback.
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communication n

communication (n.)

early 15c., "act of communicating, act of
imparting, discussing, debating, conferring,"
from Old French comunicacion (14c., Modern
French communication) and directly from
Latin communicationem (nominative
communicatio) "a making common,
imparting, communicating; a figure of
speech," noun of action from past-participle
stem of communicare "to share, divide out;
communicate, impart, inform; join, unite,
participate in," literally "to make common,"
related to communis "common, public,
general" (see common (adj.)). Meaning "that
which is communicated" is from late 15c.;
meaning "means of communication" is from
1715. Related: Communications;
communicational.
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The Shannon-Weaver Mathematical Model, 1949
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skills
- Tell him why you think he would be an asset to the

team

Dear Mr. Jack Daniels,

1 would like to inform you that we will be very pleased if you were to join our Communication

Training Team starting on the 25th of August 2020.

During the years of our cooperative work together, | have noticed your high standards when
it comes to clearly verbalising your opinions. As well as that, reading through your reports |
understand that you are always paying attention and listening carefully to your colleagues’
ideas which is a huge benefit for our team as a whole.

Please consider this offer carefully, and let me know where you stand, but please take in
mind that our weekly briefings will be taking away an hour of your time every Monday

between 17:00-18:00.

| will be very happy to see you working amongst the rest of the Communication Training

Team

s SUSE—
Yours s:'nceg Y,

Director of Communication,

Dimitar Premyanov





