	Name 
	Celestina Okyere-Boateng

	Student number
	1813886

	Module Number
	BMSK4002

	Module Title
	Effective Team Work and Communication

	Lecturer Name
	Benedict Maher



Table of Contents 
1. Introduction 
2. What is communication
3. Effective communication
4. Different forms of Communication
5. Encoding and de-coding message
6. Active Listening
7. Managing conflict
8. Levels of Assertiveness
9. Conclusion
10. References 











  






INTRODUCTION
Team working and communication goes hand in hand in the workplace, lack of communication a team will not be able to operate effectively in the workplace. This report is to analyse how well employers perform at communicating, and how workplace communication and performance of employers can be improved. According to Maund Schriet and Tinkler (2017, pg.45) “Verbal and non-verbal communication between group of individuals explains much team life. Individual goals, team goals, structure and norms are evident in the communication patterns that develop between acquaintances.”
“Yet not all communication is positive, and as a result, team performance can be compromised. Maund Schriet and Tinkler (2017, pg.45). If team members do not communicate effectively, they are not able to be productive in their goals as a team.

WHAT IS COMMUNICATION.
When we talk about communication, we often mean, what we are saying and the words that we use. However, it also has unspoken messages, whether considerate or not, we expressed these in a non-verbal action.
Communication is when you exchange information with an individual through speaking, writing or using other types of medium like phone, television and radio. It also means conveying and getting information. 
According to Rajesh P (Aug 19,2018), communication is a process of exchanging information, ideas, thoughts, feelings and emotions through speech, signals, writing, or behaviour. In communication process, a sender(encoder) encodes a message and then using a medium/channel sends it to the receiver (decoder) who decodes the message and after processing information, sends back appropriate feedback/reply using a medium/channel”.
When I was working in a school as a nursery nurse/ teaching assistant, for us to communicate effectively and work well in our teams, we had a whole team meeting once week and individual team meetings every morning and after school every day. 
We also sheared information and communicated with other agencies like social services, CAMHS and child services.
In the health and social care sector, I am sure that for effective communication to work, all the different agencies and departments must work together by sharing information with each other. No matter what, we must use verbal communication and gestures in combination to come to a different conclusion.
Effective Communication
Effective communication is when verbally or non-verbally you try to relay information that gets a message across. Communicating effectively is when you communicate in a clear simple way that whoever the message is for can understand you clearly and the person receiving the message has actively understood you clearly.
10 Barriers to Effective Communication.
1. Physical Barrier: Examples are inadequate equipment, like phones, computers, hot temperatures or too cold, noise and poor lighting.
2. Attitude: Sometimes strong emotions like sadness put pressure on communication
3. Language; Such as generations or coming from diverse regions of the same country can also cause a barrier.
4. Physiological barrier, such as poor eyesight, ill-health, hearing and pain.
5. Issues with structure design; such as depraved data system, non-existence of direction and training from employers.
6. Cultural noise; Example Cultural backgrounds.
7. Lack of basic experience skills.
8. Uncertainty and repetitive abstractions.
9. Overload of information; too many details can be overwhelming and distractive.
10. Jumping to conclusions. 
Communication challenges faced in the workplace:
According to Celeste Headlee (2016), individuals no longer listening to each other. Technology has taken over most of the time we have that could be best used to communicate effectively face to face especially in the workplace. Instead we rather use social media sites or text messages to communicate with colleagues or even family and friends.  
She then went on to reference 10 ways to communicate better. These ideas below explain how we can limit the challenges we face in the workplace.
1. Don’t multi task 
2. Don’t pontificate  
3. Use open questions 
4. Go with the flow 
5. If you don’t know say that you know 
6. Don’t compare your experience with theirs 
7. Avoid repeating yourself  
8. Stay out of the weeds, keep it simple 
9. Listen attentively
10. Debrief 

Different forms of communication.
There are so many different forms of communication in the workplace.
The two main ones are verbal and non-verbal, According to Maund et al; (2017, p.49), “As verbal messages are being communicated, an equally important process of communication is taking place on a nonverbal level. Nonverbal cues from a speaker such as smiling, eye contact, or fidgetiness helps listeners interpret the meaning behind the words a person is using to communicate a message”.
Verbal communication consists of two or more people share information between themselves through speech. Verbal communication is very important workplaces as it is the easiest and simplest way to communicate with each other.
Four Types of Verbal Communication
· Intrapersonal Communication: this form of communication is tremendously private and limited to ourselves. 
· Interpersonal Communication; this form of communication occurs between two individuals and is therefore a one-on-one conversation.
· Communication between small groups.
· Communication in public. 

Non-verbal
According to Maund et al; (2017), “as verbal messages are being communicated, an equally important process of communication is taking place on a nonverbal level. Nonverbal cues from a speaker such as smiling, eye contact, or fidgetiness help listeners interpret the meaning behind the words a person is using to communicate a message” 
According to the Business Jargons (YEAR), Non-Verbal Communication is the process of transferring meaning without the using words either written or spoken. In other words, any communication made between two or more people via the use of facial expressions, body language, hand movements, postures, and gestures are known as non-verbal communication.
And this is what individuals think Non-verbal communication is. It consists of facial expressions, the tone and pitch of the voice, gestures showed through body language and the physical distance amongst the communicators.
Some non-verbal communications are Facial expression, Body Language, Eye contact and Gestures.

Encoding messages / decoding messages
Encoding is how a message is delivered to someone whether in a verbal way or a nonverbal way. And decoding is how we receive a message and how prosses the information we receive 

Active listening.
As human beings we are always listening, we listen to each other, we listen to music and, listen to all kinds of sounds we also listen to obtain information to learn. Listening also needs you to concentrate on the verbal and nonverbal information being sent and translate the meaning of those messages. Effective listening is central to fostering interpersonal relationships with co-workers, leaders, and clients (Maund et al; 2017, p.48).
In my workplace as a nursery nurse / teaching assistant we are always listening, we listen to the children and their parents all the time whether it being confidential or not and when you are listening you must do that actively. In the health and social care sector listening is very important and essential as you need to be very clear with the information you give and get from client to avoid mistakes. It is vital to be a good listener as it helps you to get things clear and to accomplish what is needed doing for the clients and that makes them trust in you fully. 

Managing conflict. 
Conflicts rises from differences we have with each other in our daily lives, whether it being between friends, family and co-workers.
Conflict is an inevitable part of establishments and workplaces. Current research indicates that 85 percent of workers experience workplace conflict.
Of those workers, 31 percent feel stressed out during the day. The result of this conflict and stress can play a major role in the lack of efficiency, increased employee absenteeism, and eventually increased turnover. 
There is minimal doubt that workplace conflict is a major workplace issue that needs to be effectively addressed by organizational leaders. No one can be happy in his or her workplace if there are always conflicts to deal with. In my workplace sometimes it is so difficult for us as employees to deal with conflicts, as our manager dose not know how to deal with conflicts in the appropriate manor. I was involved in a conflict with my line manager and till date my manager was not able to deal with it. Many current business leaders are not equipped with the experience and skills necessary to deal with the frequency of conflict in their workplaces and organizations. According to Mustapha Zak (February. 17,2017),
These leaders do not have the communication ability to facilitate the resolution of conflict. Many even suffer from communication apprehension when dealing with situations involving conflict. All these factors lead to the inadequate resolution or avoidance of workplace conflict. 
Communicating effectively can play a vital role to manage conflicts that happens in the workplace.  
Relatives and friends resolve conflicts associated issues by voicing out their worries to an impartial and reputable trustworthy person with the credibility in resolving issues in a civilized way. They then speak to both parties involved and then finally meet to talk about a resolution to the conflict. The same may apply to co-workers who have issue that may lead to a conflict.  
 
Workplace conflicts between co-workers and their managers can possibly lead to conflicts and they are usually sorted by a senior manager. It can also include a union representative, and this must happen before the problem escalates.  


Levels of Assertiveness
Assertiveness is a skill that everyone refers to as being able to stand up for yourself and others, this must be done in a positive and clam manner. Without you being aggressive to others in the wrong way. By being assertive you can also get your point and views across without upsetting the person involved and yourself in anyway. Even though people may get upset from time to time responding to these in an assertive way is the best way to interact with others. On the skillsyouneed .com (2011-1019)


CONCLUSION:
Both verbal and non-verbal communication skills are vital in the work place especially in the health and social care sector because there are so many different agencies that are working together every day. All these agencies must communicate every day to help look after patients and clients. It is impossible for any work place to run successfully without these two main skills, as they both go hand in hand and play a major roll for example in a care home, a hospital or a GP surgery, so it is very important for employers to recruit workers who have this kind of skills.
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