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[bookmark: _Toc8467745]1. 0 Introduction
Communication at workplace is a constant in today’s fast pacing world where team work has become an essential for successful organizations (Tarricone & Luca, 2002). The report analyses the concept of workplace communication by determining the factors that affect it, listing the barriers that restrict the process in health and social care setting and finally provides solutions to all problems. 
[bookmark: _Toc8467746]2.0 Importance of Workplace Communication
[bookmark: _Toc8467747]2.1 What is Workplace Communication?
“Communication is the creation or exchange of thoughts, ideas, emotions, and understanding between sender(s) and receiver(s). It is essential to building and maintaining relationships in the workplace” (Guo & Sanchez, 2005). Communication at workplace includes exchange of ideas between two or more people within an organization. However, the process of flow of communication must be understood in order to cater to organizational communication issues. There is encoding and decoding of messages taking place between the sender and the receiver. This process is continues and requires involvement and understanding from both sides. Any discrepancy in the process effects this transmission of information. 
Communication at workplace can take within one level of hierarchy or between multiple levels at the same time. However, the medium, tone and other factors are ascertained depending upon the message being sent and the importance of a particular topic as well in addition to the sender and receiver. 
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The Communication Process (McShane & Von Glinow, 2003)
[bookmark: _Toc8467748]2.2 Benefits of Effective Workplace Communication
The work environment in 21st Century is complete opposite from the past. Organizations today are customer focused instead of being self-centred. Thus, workplace communication is not merely limited to get the job done. Problems arise when communication is not as strong as it should be. Employees who are given clear instructions as well as feedback tend to feel motivated and valued. In the presence of a friendly environment, they are likely to perform their job better and be loyal towards the company, thus showing increased levels of job satisfaction (Adu-Oppong & Agyin-Birikorang, 2014). Secondly, open and communicative environment allows more room for resolution of conflicts and results in reduced conflicts eventually. Thirdly, employees working in a communicative environment turn out to be more productive due to clarity about the organization’s core values and detailed instructions about each task. Finally, the increase in productivity leads to efficient workers; thus saving organizational resources (Adu-Oppong & Agyin-Birikorang, 2014). 
[bookmark: _Toc8467749]2.3 Nature of Workplace Communication
The transmission of information at workplace comes in various forms. The nature, style, format, tone and content varies depending on the situation in question. Written communication is often formal and takes the forms of letters, memos, reports and emails. Verbal communication is both formal and informal, and often turns out to be the most prominent type of communication. Finally non-verbal communication includes every detail ranging from body movements to gestures, from facial expressions to any signs or symbols one used (Hussain, 2013). Together all factors add up to the communication taking place at workplace. 
On the other hand, it is extremely important to be good receivers of information or thoughts. Thus a person must possess sound comprehension skills (both written and verbal), be a good listener and observe keenly in order to better understand situations and respond appropriately. 
[bookmark: _Toc8467750]2.4 Workplace Communication in Health and Social Care
In health and social care, communication takes place on two levels simultaneously, within the organization and that between organization and externals. The effectiveness and efficiency of communication within the organization is often derived by managers. It is their clarity of thought and action that prepares employees to perform in a productive manner. Thus, employers or managers have a huge responsibility to clearly communicate with the employees as well as train them to do the same (Guo & Sanchez, 2005). Secondly, communication also takes place between the organization and externals. In healthcare setting, these are often the patients. Thus, conscious efforts are required to be more empathetic, understanding, kind and courteous and professional while dealing with patients. These professionals require greater care and vigilance than those functioning in other walks of life.  
[bookmark: _Toc8467751]3.0 Issues Related to Workplace Communication
There are certain factors that create a barrier in effective workplace communication. It is essential to highlight these issues before attempting to resolve them. These barriers exist in the process of communication itself and belong to one or multiple steps such as sender’s encoding or receiver’s decoding. Rackich and Darr (2000) divided these barriers into to two broad categories; namely environmental and personal. 
[bookmark: _Toc8467752]3.1 Environmental Barriers
Environmental barriers are related to the surroundings of the sender and the receiver. Listening requires a person’s readiness to understand and be physically, emotionally and intellectually involved (Adu-Oppong & Agyin-Birikorang, 2014). In case of multiple instructions being provided simultaneously, multiple senders giving instructions or regularly sending messages, the listener’s brains stops participating and they simply become unable to respond. This case if quite common in Emergency Rooms or other crisis management situations. It is the duty of the employer in such situations to train his/ her employees and prepare them for challenges. Repeated instructions make an employee believe that they are not trusted enough resulting in decrease of motivation and thus productivity. 
Another important environmental barrier is the time involved. If the sender does not have enough time to carefully think and construct a message and a receiver is not allowed reasonable time to process the message before responding or acting upon it, various issues could arise (Guo & Sanchez, 2005). Examples of such issues are similar to ones described above in Emergency Room situation. 
Power relations are also environmental factors that affect communication. This reflects the gap that exists between the employees and those in power. Greater the gap, more difficult is the process of communication. In organizations where employers maintain distance from their subordinates, communication process becomes difficult, and often loses the essence. In case of fears and hesitation due to cold attitude from the employer, the communication process gets negatively affected. In healthcare setting, such a flaw could be brutal, considering the risks involved. There is likelihood for this situation to be present in a relationship of a senior or head of the department with his or her staff. 
Managerial Philosophy can be another driving factor to enhance or restrict effective communication. If the employer does not welcome and value employee’s feedback they are likely to pull away and participate less. Furthermore, they may feel demotivated as well. Complications under this head include compulsion to follow one channel or mode of communication, unwelcoming attitude towards information flowing upwards, 
Lastly, the use of jargons, complicated vocabulary and specific terminology may also affect understanding. It often causes the receiver to process information slowly or misinterpret the entire message. In healthcare this problem can persist on two levels; within the organization and between professionals and patients. In either case, the results can have detrimental effects. 
[bookmark: _Toc8467753]3.2 Personal Barriers
The way messages are perceived and understood depend largely on the background, belief system, values and existing prejudices of a person. People from different cultures interpret both silence, breaks, eye contact and messages differently (Longest, et al., 2000). In multicultural setting, it is difficult for the supervisor to communicate effectively with all team members on the same level and assume that they have understood the message. The same problem arises when healthcare professional interact with patients. Thus, lack of cultural differences may cause comprehension problems. This aspect is ignored by many employers and results in a confused workplace. 
Filtration of messages and selection as to what message should be retained and given attention to is also a personal barrier to effective communication. It is likely for a senior staff member in a healthcare setting to ignore all messages coming in from the receptionist, office boy or a particular staff member (Adu-Oppong & Agyin-Birikorang, 2014). This ignorance can often lead to loss of important information that can lead to serious consequences on not being addressed.
Finally, lack of empathy is also a major personal barrier that affects effective communication negatively. This lack of empathy can originate from the sender or the receiver. However, it must be noted that empathy is an essential skill for healthcare professionals. If the employer is unable to display it, he or she can’t expect subordinates to practice it as well (Eisenberg, 2010).
[bookmark: _Toc8467754]4.0 Improvement of Workplace Communication
Several barriers to effective communication have been discussed above. Below are some positive actions or strategies and tools to cope with these barriers. 
[bookmark: _Toc8467755]4.1 Strategies
By reducing time and increasing attention the quality of messages sent and received can be elevated. This would be beneficial for both the sender and receiver to fight environmental barriers. Furthermore, employers can remove complex hierarchical demands or communication channels to make them simpler and accessible for the staff (Longest, et al., 2000). This would ensure increased communication and trust. Moreover, the use of complicated terminology should be avoided and replaced with simpler understandable language that can be comprehended by all. Similarly, breaking complex information into parts or steps or sending them through various mediums can ensure they are understood and followed through. 
 The key to remove personal barriers is the concept of empathy. Be it cultural gap or difference of opinion, empathy helps a person to truly understand the other person’s view and consider the background that it came from. Diagonal communication is an effective way to remove communication barrier and send it through alternate channels (Adu-Oppong & Agyin-Birikorang, 2014). Promoting understanding of a multicultural setup is also a key to strong and effective communication within the organization (Tarricone & Luca, 2002). Conflict management should be strong to deal with such issues and employers should be approachable and free from all bias so the staff feels free to contact them at any time. 
[bookmark: _Toc8467756]4.2 Tools and Models
Different organizations have different ways to encourage positive and courteous communication. One such example is the tool AWARE designed by Hospital Housekeeping Systems (HHS). This tool provides a framework to the staff of what is expected of them. 
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Hospital Housekeeping Systems (HHS)- Communication tool
Health Catalyst, another similar organization has also designed a tool to channelize procedural communication. SBAR (Situation, Background, Assessment, Recommendation) is an effective tool for both internal and external communication by healthcare professionals. Such tools facilitate the process and ensure that all necessary requirements are being met. 
[bookmark: _Toc8467757]5.0 Conclusion
Communication at workplace is an important determiner of organizational success. It is therefore, that experts worldwide are emphasizing on the importance of this field and highlighting current flaws so improvements can be made. The report analysed the barriers of effective communications pertinent to health care, both environmental and personal. Finally a number of solutions were provided to help individuals and organizations cope with given barriers. 
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does not ensure that an administratoris an expert in communication. Understanding is a personal mater betwe
nt people may interpret messages differently. If the idea received is not the one intended, communication has
not taken place; the sender has merely spoken or written

Communication Process
Two common elements in every communication exchange are the sender and the receiver. Figure 1 el
definition and identifies the important clemens of the communication process (McShare & Von Glinow, 2003)
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Figure I: The Communication Process
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Figure 1 illusiraes the communication process. The sender initiates the communication. A sender uses words and
symbols to put forth information into a message for the receiver, the individual(s) receiving the message. In the
‘workplace, the sender is a person who has a need or desire to convey an idea or concept to others,the sender is a person.
department, or unit of an organisation or system who originates the message. The sender encodes the idea by selecting
‘words, symbols, or gestures with which to compose a message. The message s the outcome of the encoding, which takes
the form of verbal, nonverbal, or written language. The receiver is the individual to whom the message is sent, the

er decodes the r into meaningful information. Accurate decoding of the message by th r

of the sender, the more effective
the communication. However, environmental and personal bariers can hamper the communication process. A barier is
anything that distorts the message. Different perceptions of the message, language barriers, interruptions, emotions, and
atttudes are examples of barrier

Finally, feedback occurs when the re ¢ sender’s message and returns the message t0 the sender
Feedback a ¢ sender to determine whether the message has bees d and understood. Feedback is the
destination’s react essage (Certo, 1992). It is an important element of communication since it allows for
information 1o be shared between the receiver and sender in a two-way communication. The elements in the
communication process determine the quality of communication. A problem in any one of these elements can reduce
‘communication effectiveness (Kevton. 2011,
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that empower them to initiate a meaningful connection with the patients they serve. Team
members receive empathy training and are provided with key words to utilize so that they can
effectively communicate with patients and visitors during times of need. Our true goal is to have
team members that genuinely connect to patients and give the feeling of quality care.
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“The most important thing I can do for a patient is just to smile and use a calm and welcoming voice,”
says HHS Regional Director David Sadera. "Everyone else is rushing in and out and most times they
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