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In this report I will be talking about communication and the different modes of communication. I will also be discussing a few cases about why it is important to have effective communication and how to improve your communicating skills
[bookmark: _GoBack]There are two different models of communication verbal and non-verbal. Verbal communication is the use of words to express yourself. An example of verbal communication is saying no when someone asks you to do something you don’t want to do. Meanwhile non-verbal communication is the sending of a message or signals using gestures. These gestures may be using eye contact, facial expressions or posture.
It is very important to have good verbal communication as it allows you to get your message across efficiently and quickly. Non-verbal communication is also important as facial expressions in the work place can demonstrate what you want to put across to other work colleagues in a more dynamic way for example in my work place I have to work with people who have different disabilities so it helps to illustrate what you want to put across to them as differently abled people may have a harder time understand verbal communication.
Empathetic listening or reflective listening is a way of listening and responding to another person that improves mutual understanding and trust. (Empathic Listening, 2020)[footnoteRef:1] some of the guides to empathetic listening are to, offer maximum attention when someone approaches you for advice. It is important to listen and pay attention to what someone is saying as it makes them feel like they are being heard, taken seriously and it is basic good manners. It is also important to respect peoples view and opinion even if you don’t agree with what they're saying. [1:  Beyond Intractability. 2020. Empathic Listening. [online] Available at: <https://www.beyondintractability.org/essay/empathic_listening> [Accessed 22 August 2020].

] 

I will now go on to discuss and analyse the case study with the title the professor and the village people. In the case study the professor looked down upon the villagers and it came back to harm him as the villagers couldn’t understand what the professor was trying to say. In this case study there was a lack of appropriate communication because the professor did not associate himself with the people in the community. This meant the professor was not able to communicate with them effectively in a time crisis. If he was able to make himself known to the villagers and was friendlier and didn’t look down on the villagers, they would've been more willing to help hi, in his time of need. Furthermore, if he knew the education levels of the villagers and understood that they couldn’t speak complex English then he would have been able to speak with them in a way they would understand. What I would do differently if I was in the position of the professor is that I would try to make sure I knew the villagers on basic level so I knew if they could understand what say. Furthermore, I would make sure I treat all the villagers as an equal to me so that it would be more likely they would help in a crisis which in this case would be my house burning down
Examples of poor communication in the workplace are not having a good hand over when changing shift. This can cause major problems such as causing the service users to not be supervised as there is no one there to switch over moreover not reporting about the service users medication could be detrimental to the service users as they may rely on that medication to survive and this lack of communicating may cause serious harm or death. To prevent this from happening we make sure we double check the medication list before the handover period to make sure necessary adjustments are made.  We also report what is needed to be given to the service users so we can prevent any accidents from happening. This is how we ensure good communication in my workplace.
In the next case study, I’m going to talk about Max the multitasker. He was a good event planner, so he decided he wanted to have a business of his own. However, because of low funds he decided to start a business on his own. He had planned a wedding for a client which was major success as his clients were satisfied. One of the clients which he had worked for previously wanted him to plan a party for her anniversary for a large number of guests at a very special venue which he had agreed to. Max found himself very busy, so he found himself doing multiple jobs as he had no one to help him. This became too much for Max as he had a large amount of expenses and he needed to help his sick mother. Then Tamina (a client of Max) called Max to change the date of her parent’s 50th anniversary. But the Max didn't write down the new date. So, this meant that there was another party in progress which made Tamara extremely unhappy. The fact that he didn’t fully listen to what Tamara was saying meant that it caused a miscommunication and allowed an error in his service which ultimately meant that he lost a client. Max juggling multiple tasks singlehandedly decreased the quality of each task he was completing. 
In the future mark should make sure that he takes a certain amount of jobs that he can manage and not to have to be multitasking because it will be more satisfying to his clients. Moreover, Mark should have been active listening to Tamara when he was on the phone with her to make sure that he got all the details right. Active listening requires that the listener fully concentrate, understand, respond and then remember what is being said. This means that you are paying full attention and not doing other things like reading your phone, filing your nails, assuming what the other person is going to say or completing their sentences. So, if Max was to active listen to Tamara then there wouldn’t be any complications as he would have known to book her at the time, she wanted which was one week earlier than what she had booked before. He could do this by assessing his capabilities which would tell him how much he can accept at any given time in order to get better client satisfaction. This will then impact his client retention positively. 
Another thing that Mark could have done to make sure he gets the right information is through empathetic listening. This is technique where you listen and question which will allow you to develop and enhance relationship with a stronger understanding of what is being conveyed.2 This mean you should always pay full attention to the speaker which Tamara would be in this case. Furthermore, you shouldn't be quick to judge, you should genuinely try to understand what the encoder is saying which is a level far deeper than active listening. 
If I were in Marks position, I would be using both my active listening skills and empathetic listening skills to make sure I get all the information that Tamara is telling me to make sure I don’t get any of the information wrong. In my workplace I must be active listening all the time to make sure I give the service users the right treatment so I would be able to get the information right and Tamara wouldn’t complain.
The next case study I’m going to talk about is called ‘Barry and communication barriers.’ this case study is about Barry who is a manager of a restaurant who is responsible for employees who come from diverse cultural and ethnic backgrounds. Many of these employees cannot speak English very well. There are many problems that Barry faces for example the cultural and language barrier between him and his employees. For example, if Barry was to give an excellent command of English, some phrases or words could still cause confusion to a non-native speaker. In order to combat this Barry should use simple English to limit the amount of confusion that he may cause to his employees. It is important to avoid using idioms like "hard nut to crack" or "Spill the beans," and be conscious of homonyms (words that sound similar but have different meanings) which could confuse non-English speakers. Barry should try to slow down his speech without it coming across as mocking or patronising, explaining what he means in several ways, and asking questions to verify the employee’s comprehension.
Furthermore, Barry should understand how gestures and body language is used in different countries. Body language, gestures and symbols can all carry different meanings from culture to culture. For example, in Turkey nodding your head means no and the most common way to show agreement and say 'yes' is to shake your head from side to side. This is in direct contrast to what these gestures mean in the U.K. So, it’s extremely important that Barry tries to understand the different gestures that are used in the countries his employees are from. 
What I would have done if I was in Barry’s shoes is taken the time to understand the culture of each employee so therefore I could use some of the gestures that is used in different countries to be able to communicate better with the employees. And I would have tried to make my words as simple as possible so they would understand due to the fact they may not speak fluent English. Communication is a symbiotic process, involving a sender and a receiver. It's the sender's responsibility to be as specific as possible and it’s the receiver's responsibility to listen keenly in order to comprehend what is being communicated. Both parties are responsible for ensuring comprehension by asking questions and clarifying possible miscommunications.
 I’m now going to talk about the Schramm's model of communication. There are two people who are involved in this model of communication. The Schramm's model of communication is a circular rather than linear experience that involves a sender who encodes a message and a recipient who decodes it. (Schramm Communication Model | toolshero, 2020) The sender is known as the source who encoder which means he or she turns information he or she has into a code. The recipient is known as the decoder which means that he receives some information which is in code form which he must decode/translate into its original message. This is the way that Barry should have communicated towards the people he was managing.
Communication is a symbiotic process, involving a sender and a receiver. It's the sender's responsibility to be as specific as possible and it’s the receiver's responsibility to listen keenly in order to comprehend what is being communicated. Both parties are responsible for ensuring comprehension by asking questions and clarifying possible miscommunications.
To summarise the totality of the argument, communication is extremely important. Whether you are giving information or your receiving communication. When you are receiving information, you must use active listening or empathetic listening to make sure you understand the information that has being given to you. Furthermore, when you are sending information to someone else you must be able to give in its simple form to make sure that people can understand it easily whether it be using actions or gestures to help you or if you are using simple words to allow people to understand it easier and quicker which will benefit you and them. Moreover both non-verbal and verbal communication is extremely important for everyone to use as you are going to have to give someone a message at your work place so you need to know when it is better to use non-verbal communication and when it time to use verbal communication. Furthermore, you need to know whether you need to use small words that will allow everyone to understand or whether you need to use big words to sound smarter. Or even when you need to use big actions, or you need to make your actions/gestures as subtle as possible
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