EFECTIVE TEAM WORKING AND COMMUNICATION-(BMSW4002_LON)



       THE EFFECTIVNESS OF COMMUNICATION SKILLS AND MODELS
Introduction
The aim of this report is to exemplify the effectiveness of communication and how communication applies in our day to day living. The models of communication are determined, and the case studies are used in relation to the subject.
A few communication skills that were discussed in class, are going to be listed so you can make an idea of how communication is used, when and where and how this may lead to a poor communication, if not applied accordingly to the place and situation.
Another aim is to suggest how communication is used by professionals and how vital may become when is related to healthcare and service users. The case study of “A day with a Chief “demonstrates how a successful salesman had the opportunity to meet the CEO of the organization he works for and wasted the entire meeting due to his attitude and lack of active-listening.
I have used my real-life experience, also related to healthcare and my workplace, to demonstrate how communication can become from very effective to listening only. The communication worsens not only from the sender side but mostly from the receiver due to the lack of feedback which ended in a one-way communication only.
In conclusion, I have related some of my understanding and studies that I have achieved in class with the help and support of my lecturer, Ms. Gulnar Ali.

Defining communication:
Communication is another word for exchanging information from one place or person to another and within a group. Communication involves every aspect of interaction including skills, knowledge, experience, and expertise.
Communication skills:
“Communication skills are abilities you use when giving and receiving different kinds of information. Some examples include communicating ideas, feelings or what is happening around you. Communication skills involve listening, speaking, observing, and empathizing. It is also helpful to understand the differences in how to communicate through face-to-face interactions, phone conversations and digital communications, like email and social media.” (Guide, 2020)
Active listening, as part of our communication skills involves monitoring and have compassion while receiving information. One-to-one communication is used in different environments and varies when communicating through a device, in a group or in a physical interaction.
However, to communicate efficiently and not only understand but be understood, we need to use our skills as a give-and-take method while feedback is essential. Formal or informal, our communication must be based on skills such as:

· Friendliness
· Listening
· Clarity
· Confidence
· Respect
· Empathy 
· Body language
· Responsiveness/ feedback
                                    SHANNON AND WEAVER’S MODEL (1948)
Also considered the mother of all models, Shannon and Weaver, a mathematician, and a scientist created a theory about communication that became a model of practice through its concepts. 
These concepts are: Sender, encoder, channel, decoder, receiver, and noise.
Based on this model, feedback can overcome the communication problems starting with the noise factors from either sender or receiver side through its channel such as a device that may or not be able to send the information while the decoder may or not be able to understand the message. (Please see appendix A)

     5 EXAMPLES OF POOR COMMUNICATION AND HOW THIS AFFECTS TEAMWORKING.

1- One-way communication or lack of feedback
As in the case study of “Maria and Pedro”, feedback was a necessity for his wife Maria, that wanted a chicken. Her husband Pedro was unable to hear the correct information due to noise at his workplace and assumed Maria will wait for him in the kitchen rather than bringing home a chicken. 
Shannon and Weaver model explains that noise interferes between the sender and receiver, therefore the message is not correctly understood if there is one-way communication only. 
2- Negative attitude
Do not shoot the sender. At workplace for example, is important that we asses every received information and act accordingly. Working effectively may be altered, teamwork and superiors may be affected and the service you provide may cause problematic situations for the rest of the service users such as costumers, clients, business partners, inspectors and may result into a misconduct issue or a termination of contract.
3- Blaming others or having responsibility issues
Mostly in a workplace environment, responsibility for your own acts comes first and blaming others for your failure is not the solution. No matter the size of the organization you work for, the role you own, or the tasks you are given to complete, responsibility and the way you communicate with your co-workers will determine the efficiency, the benefit or the improvements that you can bring along to support your employers appreciation. Self-assessment, positivity and a calm attitude may fix the problems within a workplace rather than creating a space where everyone else is guilty apart from you.
4- Failing to listen
Listening to friends, family, superiors, employers, listening to co-workers and listening in general is a basic practice that may become vital for others. The most important part of an effective communication is listening first, understand the message and respond accordingly. Sometimes in life, we find ourselves under pressure. A bill not being paid on time, our children requiring attention, a family issue that has not been solved yet, a solution for something that has been bothering us for too long, a result that is delaying to come, a duty that involves assuming and responsibility, a decision to be made in the nearest future or simply being too tired over some overtime at work can affect our listening attributes, disorganize our skills and method of reaction. Listening first and talking after is essential when communicating with others, especially in a work environment. We must consider the importance of the matter discussed and be able to solve the issue with a self-tempered action, by empathizing with everyone we get in contact with.
5-Agresivity in speech, writing or body language
What is passive aggressiveness? “Passive aggressive behaviour is a way to express feelings of anger or annoyance, but in a non-forthcoming way. Instead of communicating openly, people who engage in this type of behaviour share their negative feelings through actions.
Passive aggressive personality disorder was once also a psychiatric diagnosis.” (Dictionary.com, 2020)
Making repetitive excuses to avoid someone, expressing anger through body language, text or speech but stating they are fine and not annoyed at all, or leaving a certain duty to the last moment are passive-aggressive individuals that are always on the run, deliberately make things complicated, refuse to be emotionally disclosed and terminate a conversation before even starting one.
It is often called a self-destructive behaviour and should be eliminated from any kind of communication form. These individuals may become scary at times and their channel of communication is range, furry or anger temper which may become hard to control therefore must be able to control yourself and do not try to confront them.
Acting stubborn is another sign of passive-aggressiveness and is meant indirectly such as demonstrating resistance to requests, tasks, and any sort of demanding or mandatory actions. These individuals use sarcasm, jargons and do anything in their power to avoid engaging into important conversations.
However, these kind of behaviours, speech or passive-aggressiveness are sometimes hard to control and you may encounter them within a romantic relationship, at work or anywhere while socializing is needed. Everyone may be enraged by something or someone during a lifetime.
Conflict as part of life is inexorable and the best way to avoid unpleasant situations is to: pay attention how you address to people, recognize these conflicting methods of communications, make changes on an appropriate time and practice your communication skills to improve behaviour and socializing. (Cherry, 2019)
All the above is affecting teamworking and the effectiveness while working within an organization.
                                   SCHRAMM’S MODEL OF COMMUNICATION (1954)
Coming back to Shannon Weaver model, Wilber Schramm suggested the model in 1954 and stated that information needs to be divided into words before being sent. The recipients have the duty to understand the orator. The encoder must be decoded to create an effective communication and other ways is useless. According to the Schramm’s model, when the receiver does not reply, the two-way communication process is not completed and therefore feedback becomes a must. 
In the study case study of “The Professor and the villagers”, we have the example where there is a strong language barrier due to lack of understanding, knowledge, and poor communication skills. When the professor screamed towards the villagers: “The edifice is being consumed by a great conflagration!”, they only looked at him for a while and ignored his hopelessness. The villagers did not ignore the professor because they were evil or wanted his house to burn, but because there was no feedback at all, there was lack of knowledge and the two-way communication was not completed.(Please see appendix B)

                         BERLO’S METHOD OF COMMUNICATION (1960)

David Berlo created Sender-Message-Channel-Receiver (SMCR) after the model of Shannon Weaver’s model, which focused on encoding, decoding and exemplified the communication process in detail.
Sender is able to create the message, select the channel and send it over to the receiver. The sender-receiver process includes factors that may affect the communication positively or negatively are: 
· Attitude- is the effect of the message that the environment, the sender, and the receiver have.
· Communication skills- writing, reading, speaking, listening, and presenting are components that make the communication to be more efficient and clearly understood.
· Knowledge- is the effectiveness that the sender transmits while knowing the subject beforehand.
· Cultural differences- may transform the message and something common in a culture may be very insulting in another culture.
· Social systems- religion, values, beliefs, rules, and laws may affect the sender’s message such as many other factors, depending on the place and situation.
Message may be sent via text, audio, video and may be affected by factors like content, structure, code, and elements.
Channel is the method through which the message reaches the receiver and may be technical such as a mobile phone or through senses such as hearing, smelling, tasting, seeing, and touching.
Receiver is the person who should get the correct information and be listening active. (Lazzari, 2019)
When I first saw the model of Berlo, my first thought was about the healthcare system which is the most common place where communication and effectiveness has an extreme importance and may be vital if not used accordingly. All medical staff must have coherency in their speech, be clear and work effectively as a team to benefit all service users. We have the example of “A day with the Chief” study case which exemplified Mr. Mark as a very successful salesman. However, when he was invited by the CEO to a face-to-face interview, Mark could not control his emotional intelligence and got impressed of his realisation, underestimating his own values. When Ms. Brown comforted him by clearing all the bad rumours, Mark started to lose professionalism and become critic towards his supervisor rather than answering the CEO’s question when asked about how he achieved successful sales. More than that, he suggested a well-deserved pay raise which was not related to the purpose of the invitation.
The receiver, in this case MS. Brown, decoded the message from Mr. Mark and considered offensive the fact that he misunderstood the context of the invitation, adopted a superficial attitude, and could not express himself accurately. As a result, she refused to listen further because Mark was lacking a good attitude and unable to acknowledge that the social system, he arrived to is different than his occupation. (Please see appendix C)

                   PERSONAL EXAMPLE OF COMMUNICATION AND ITS EFFECTS

          I had a10-year marriage, with a lovely Indian man. We both planned to buy our own home and have the very first beautiful baby. We loved each other and respect was always dominating. He used to work as a qualified person in building and construction industry which required him to leave home very early and most of the times remained overtime. We used to go to “Gurdwara” temple on Sundays and talk about our workplaces most of the times. J.S was a loving, peaceful, friendly, kind and most responsible man I ever known.
One day he did not answer my calls and I got very worried. He came late from work and excused himself saying that he was busy finding a home for us and that he saved enough money to pay for the house deposit. I could not believe my ears and a jumped up on his arms when I heard the news. He also informed me that I should start to plan my mortgage options and follow the steps towards completion. The process was long, and I gave birth in the meantime.
Our son has changed both of us, united us more, improved our communication and we became like a stronger team that was planning well ahead all the future steps and made us look after each other more. I cannot tell you how happy we were and how much we improved as a couple. We enjoyed so much to spend time together, go out for meals, discuss about what his responsibilities are at work and he used to treat us often. All my dreams become true and finally moved into our home with our baby boy.
Sadly, my beautiful dream did not last for long. On 30th of March 2018, when our son turned 3 months old, J.S was having dinner and chocked to death in front of my eyes. I tried everything I could to save him and called the ambulance. We were told that he has terminal oesophageal, liver, stomach and lungs cancer which will not allow him to live for very long.
The news was heart-breaking, and I could not stop from crying daily. J.S stopped working and slowly refused to go out. Gradually started to refuse meals and even drink water. He lost weight considerably and very sensitive throughout his body. At nights, he was in so much pain that he was physically rolling on the floor, he was screaming all loud, asking me to poison him or bring a knife and stab him straight in the heart so he can die quickly. I felt like he was losing his consciousness often and that he is asking me to become a murderer without knowing what he is asking for.   
I found him lying on the bathroom floor while trying to use the toilet and that was the first time when I lost hope. I always used to get worried and ask someone else to do our shopping. I was frightened that I will not be there if something happened to him. His weakness aggravated and not very long after, becoming bed bounded. His verbal communication worsened from a day to another, his words became difficult to understand and his voice turned so quite like a whisper. Towards his end-of-life, we were only communicating using body language as he was pointing towards the glass if he wanted water or took my hand and touched his legs as he wanted me to massage them.
Shortly said, J.S communication turned from verbal to non-verbal and later, to listening only. My heart became a prisoner in the same room as him because I knew he cannot scream loud enough if I would go to kitchen. However I was always telling him that I am going to have a quick shower and come back or I am going to make a cup of tea and come back and made him aware of my moves to not make him worry. He was not responsive, but I was talking to himself like he already did. My attitude was always encouraging and tried to stay strong in his eyes even if I had to pretend that I am fine.
He was speechless all the time and I remember him crying when I used to say “I love you” just because he always was able to reply. His frustration made him cry on several occasions due to his inability to speak, write or give feedback. God took his pain away on 24th of December 2019 when was the last time to see him but not the last time to miss him.
                                                  
 


                                                      CONCLUSION
Communication is the key towards our personal development plan and the only way we can socialize with others. Communication reflects our attitude and personality within a workplace environment, in a team and when attending important interviews. Listening, speaking, and writing are becoming more efficient through practice, knowledge, and training. Comparing Shannon Weaver’s model to Berlo’s model of communication, from 1948 to 1960, I was very impressed to see how the communication started to have more value and efficiency when people learned the model and started to consider and apply each small detail in their personal life.
How we use communication and with who is essential and varies from one person to another. As a short example Maria asked Pedro for a chicken while Mr. Mark did not realise how important are his answers to the CEO of his company mostly that he was a special invitee.
I have acknowledged that poor communication affects all people you get in contact with including self-harm which may result in being marginalised, neglected, or ignored. Considering the case of “The professor and the villagers”, there was a language barrier and the villagers ignored the professor request due to lack of knowledge.
While caring for my husband until his last minute of life was the hardest thing I ever did in my life because my emotional intelligence was tested to the maximum every single hour. I was living in fear but also in hopelessness. I knew there was nothing I can do to cure him, but I was still doing something to comfort him. Even when I got no feedback whatsoever, I knew that he knows I am there, and he is not alone. His tears wore his words and when I felt ignored, I knew there was a reason behind.
The non-verbal communication and the body language that I have practiced and experienced with my husband made me realise the impact that communication has on people that are hopeless and struggling with day to day activities. Since the day I lost him, I want to make the difference and be the one to stand for those that cannot.
I am currently employed as a care assistant I wish to pursue a career as a palliative nurse through hard-work and with the help from professionals such as my lecturers and my current University to improve my skills and efficiency at work and everywhere I go. (Please see appendix D- in class activity)
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Appendix A- (This is also a in class activity in week 2-Models of communication)
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Appendix B- Schramm’s model of communication- week 2 in class work)
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Appendix C- (Berlo’s model-week 2-Models of communication)
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Appendix D- in class activity
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· Please scroll down 


Please note: I am taking this opportunity to say “thank you” to my lecturer, Ms.Gulnar Ali, which has been very patient and shared her knowledge with me in the class. I have learned the most with her guidance and professionalism. I remain forever thankful for Ms. Gulnar contribution.
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