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Assignment

1. Introduction

Effective teamwork and communication are essential part of any business in order to achieve its goals. This assignment will introduce the reader for the different types of communication styles and appropriate theories regards to communication at workplace. 
The main difference between group and team, is that team is a term where 2 or more members working towards to a common goal. In teamwork, solving the problem of communicating with one another is very important. By working together, the team can build and develop trust which can lead to breaking from common bugs and increase successes.  One of the key characteristics of a team, that its members working together. Being in a team means some members might have weaknesses in some areas, but strength on others, therefore they can share their best skills and knowledge to be stronger and learn from each other (Maund et al, 2017).

Communication is the process where information being exchanged by participants such as sender and receiver (Bbc.co.uk, 2019). Communication has different purpose such as informing, teaching, sharing knowledge, finding solutions. Communication is essential part of life, as without communication there will be unorganised and inaccurate data in workplace, no system between departments and no schedules. 

[bookmark: _GoBack]Seymour House Residential Care Home is a luxury organization built for elderly people to provide a secure and decorative environment, where older people can find comfort in London. The care home has different types of residents including individuals who is deaf, blind people, also elderly with Parkinson and Dementia(Seymourcarehomes.com, 2019).

Seymour House is a pretty tag because many old clients pass it by. People who really need help visit there for a breakthrough. In this home, verbal and nonverbal communication is extremely important. Resident with special care might not able to communicate verbally in a clear way and care workers need to understand their non-verbal messages and gestures as well in order to identify any problems for example. 



1.1 Types of communication

Different types of people and situations require different types of communication. Communication can be verbal and non-verbal. Every situation has a purpose and the participants of the communications has to a communicate in the most efficient way in order to achieve its goals. 

1.2 Verbal communication
The importance of verbal communication is its effect on understanding what the speaker is saying or writing. 
It is important to understand that the listeners are struggling with their message and also that the information should delivered clearly and in the most accurate and understandable way (Maund et al, 2017). The use of verbal communication in the workplace is essential. It is present everywhere in today's world. Verbal communication has 2 types which are   oral and written communication.
Oral communication is based on spoken word. It can be in the form of phone conversation, face to face communication, conference, lectures and discussions. The elegance of communication with elderly people is very sensitive. 
Written communication is based on written format. It can be on the form of emails, report, notes for the employees, medical history, handover, manuals, guidelines. Also, social media communication- Facebook, Twitter, LinkedIn and company application and website.
Communication between care workers also key part in the organization. Handover, notes, report, emails, phone calls with older people also to update their medication history is part of verbal communication and has to be processed in a daily basis. (Mindtools.com, 2017).

1.3 Non-verbal communication:
The non -verbal communication demonstrates individuals’ behaviour and emotions. These can be gestures, mimics, eye contact as body speaks spiritual foundation. Receiver can read from signs and gestures of the sender and to receive more information (Maund et al, 2017). Body language includes all of the gestures and movements that people make with different parts of their body when communicating.


Key elements of nonverbal communication:
1. Posture:
The most noticeable aspect of body language as the way of standing, sitting has a strong message towards to others. 
At Seymour House, the expression of non-verbal communication with the resident is really important to them because deaf people, if they do not understand something, can sense from the posture that positive or negative things are happening. A lot of things can be expressed with body posture, behaviour and mood for the addict. 

2. Gestures- hand signals:
It is important to highlight that hand signals can have different meaning in different culture and different types of people as well. For example, in an elderly care home different types of patient use different hand signals to send message to the care worker.  Those gesture can be waving, handshaking, pointing, thumbs up and squeezing fist. 
At Seymour House, if an elderly feeling in an uncomfortable and negative way they would squeezing their fist which tell the caretaker that they need some attention. 

3. Eye contact:
Can be determined as one of most important part of the body language during communication. In this case, a sender can receive straight feedback from the receiver, such as message been understood, receiver paying attention or not, require more explanation.  Feedback can receive straight away as the sender could read from the body language. 
At Seymour House, when a new resident arrive it is really important part of the job of the care assistant to establish the roles and start to build trust with the client. Keeping eye contact during conversations shows honesty and that the carer pays attention only to the elderly which is foundation of the relationship creating process. 

4. Facial expressions:
Reading from facial expression can be a useful tool for the sender to identify emotions and feelings. Facial expression can be fear, hiding something, anger, surprise, contempt, disgust, happiness, sadness, pain, being anxious and feeling uncomfortable. 
For example, in the care home, employee can identify if the residents in a serious pain as it will be shown on the face, which is really important if the residents are deaf. 


5. Tone of voice: 
Different tone of voice sends different signals to the receiver. Tone can be weak, low, high, powerful.
For example, a blind person will read the sender emotions from the tone of the voice and be able to decide if the message is positive or negative. 
Body language is an important part of the communication process. Sometimes it can send signals stronger than words. Body language can help to get the attention of people. It is a personal way to of expressing emotions when words do not help. Body language plays an essential role in communication with people (Maund et al, 2017).

1. Theories of communication

There are many theories which is related to the communication in the workplace. The most common ones listed below:
· Shannon – Weaver model
· Berlo's model
· Schramm model

2.1 Shannon – Weaver model of communication:
​ Claude Shannon and Warren Weaver (1948) created the most well-known communication model. It is based on mathematical basics. In which you can find only two participants of the communication: one is a sender and other one is receiver. It is important to highlight that the model based on communication through computer as channel, not human related (Taylorfrancis.com, 2019).
Shannon – Weaver model has 5 elements:
1. Sender: 
Sender is the source of the information - who shares his ideas, emotions, messages to the receiver by using different communication channels. Without source cannot be successful the communication process as one of the participants would be missing. 
1. Message:
Message is the term the define the content, the information that the sender shares with the receiver. Message can be verbal or non-verbal. The main purpose of the whole communication process is to exchange information.

1.  Channel
Channel can be radio, television. newspaper, e-mail, mobile phone, social media platform. It is important to mention that the channel will be chosen according to the purpose of the communication and the requirement of the receiver.
1.  Receiver:
Receiver is the person who accepts the message from the sender. The receiver of the messages can be reader, viewer, listeners or receivers.
1.  Feedback:
Feedback can be a kind of confirmation from the receiver side that the message been delivered, and the receiver respond to the information.  

Example of communication at Seymour House:
Sender: Deputy manager
Receiver: GP- Medical receptionist 
Channel: Phone 
Message: Appointment request
Feedback: Confirmation of appointment
Conversation starter- Deputy manager who call up the GP to ask for appointment for a resident. The communication channel will be phone line and the message -as the purpose of the conversation- will be booking an appointment. The other side of the phone call the medical receptionist at the GP will be the receiver of the message. The receptionist -as confirming the success of the communication-will be sent a booking confirmation. 


2. 2 Berlo's model of communication:

Similar to Shannon Weaver communication model has source, receiver, message, channel but
no feedback. David Berlo created this communication model in (1960). Model influenced by 
different breeders. One of the main contents of the model that the message can be influenced
by everyone's knowledge and communication skills (Maryam et al., 2019).




Berlo's model of communication has 4 elements: Source, Message, Channel and Receiver.
Also known as SMCR model.

1.Source:
What matters to them is the social situation, the behaviour, the communication skills of the given culture, and their background as without those factors cannot be created otherwise. 


2. Message:
The message will not change from sender to recipient.  It will change if the message is
not clear for some reason.


3. Channel: 
It relies on the senses here.  Communications on these channels are one or more.  Here,
as channel the 5 senses has important role and refer to touching, hearing, smelling,
tasting, seeing.


4.  Receiver:
Customers must be at the same level.  The source and the receiver must be similar for
accurate communication.
 

Example of communication at Seymour House:

Source:  District Nurse

Message: Change the dressing for the resident.

Channel: Touching the resident body. 

Receiver: Care Worker



This type of communication model is lack of feedback- feedback as important as can be seen
in the Shannon Weaver communication model- therefore external effects are unknown.
Participants cannot know the obstacles to communication or the noise.  This model requires a
very complex level of communication. But the biggest backwards is missing out on the
important part of understanding and knowledge.





2.3 Schramm model:   
Osgood Schramm developed the Mass Communication Model (1954).  This model similar to the two mentioned above based on the participants. However, this communication model is based on having two participants and bidirectional.  The two participants send the message alternately and interpreter who try it to understand the message. When communicating, the two communicators are different from the subject (Koptseva et al, 2015).

Schramm's model of communication has 3 elements: 

1. Encoder:  The person who sends the message is the sender.


2. Decoder: Who gets the message from the encoder.


3. Interpreter: One who tries to interpret and perceive the message. 

Example of communication at Seymour House: 

Encoder:  Team Leader 

Decoder: Care Worker

Interpreter: Other Worker


An example of communication between two people, be it work or daily life, but this is a
circular communication model and sometimes returns to the original topic. The problem with
this model is that other students' personalities do not understand what it is about.

3.0 Conclusion

This assignment written to introduce the different types of communication such as verbal and nonverbal and to illustrate their importance at workplace. At places, like Seymour House Residential Care Home it is essential to be aware of all the factors that can affect communication. Examples are described why non-verbal communication is important especially when it comes to residents who require special care. There are many theories based on the communication process, and three of them been explained briefly with analysing the elements of them. Effective communication gives a strong foundation to any team and individual, and by using in an appropriate way can improve problem solving process and can develop teamwork at workplace. 
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Time allocated: 1 hour. Please return your paper to the lecturer upon completion. It will be returned
10 you at the next session. You will need to include a scanned copy of this exercise in the form ofan
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 p;!perwork when her haughter came into the room upset.
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
. Lseeing her tomorrow!". The child broke down and cried.
> Why weren’t Mary’s calming words having any effect on her daughter?
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”}X % bi‘ What could she have done to make the situation better?
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CASE 2: Steve was exhausted from work when his wife, Sally, came home. So he was quite
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.

ik, 8 Why was Sally upselt?
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Exercise2: COMMUNICATION: A CASE STUDY

s g "
remy:: r::d lhel(nse, think about how you might help communicate with the employee to

: ly the conflict. Answer the critical thinking questions at the end of the case and, wherever
possible, say whose communication model is relevant. y

BARRY AND HIS STAFF

Barry is a 27- i

ma,:: et eye.’sr|ah:l wl*?o is the manager of a restaurant. He is responsible for supervising and

e ng' dr;w oyees in the kitchen. Employees working there range from 16 years old to 55
. In addition, the employees come from varied cultural and ethnic backgrounds. For many,

English is not their primary language.

Barry h‘as a Health and Safety (Food) Certificate and tries his best to keep up with food safety issues
in :fue kitchen, but he admits it's not easy. Employees receive “on the job training” about food safety
bas‘:c‘s (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.
ar until 2 a.m. He was rushing around
d to find one that was not

One day Barry overslept because he had been working on his ¢
bbing, especially

and realized that he didn’t have a clean uniform. However, he manage
very dirty. As he dressed, he realized that he needed a haircut and a good hand scrul

after working on his car.

rrived at work, he dashed into the kitchen and noticed sevs
om temperature overnight. He called one

eral trays of uncooked meat

When he a

on the work tops. They appeared to have been sitting at rot
of the kitchen staff and asked: ‘Why did you leave the chicken out when | told you to put them in

the fridge?’
‘| heard you screaming but | thought you were trying to talk to the chef above the

| didn’t know you were talking to me’. Barry is frustrated and

The man replied:
beating his head against a brick wall in trying to get

noise of the food mixer he was using.
doesn’t know what to do. He felt like he was

his employees to practise food safety.
rts to get them to learn how to handle food
Kitchen: KEEP HOT FOOD HOT AND COLD FOOD COLD an

safely. He has put large signs
d WASH YOUR HANDS OFTEN.

He has made many effol
all over the

t are the communication challenges and obstacles that Barry faces?

odels can you use to explain Barry’s problems?

communication m
addressing each of these challenges or obstacles?

solutions might Barry consider in
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Exercise2: Writing an e-mail.
You are a teacher of Communication and have received this e-mail from one of your students:

Dear Sir,
1 am 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 is important.

Many thanks,
Lucy Mars.
student and answer her questions. Use a diagram in your answer, if necessary.
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Time allocated: 1 hour. Please return your paper 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 following brief and write a business email according to the instructions.

You are 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 skills sometimes send the wrong message.

- Tell Mary why you are writing

- Say what you have observed about her communication skills

- Tell her how you think this course would improve her skills and her relationship with her fellow

workers.
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