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Introduction 
The aims and objectives of this assignment is to briefly analyse communication in the workplace, conflicts and challenges of communication and the possible ways to improve communication in the health and social care sector, linked to past or future experiences. 

Communication
Communication is the act of passing information from one person to another. To ensure proper communication, messages must be well sent and received. Communication can be expressed through verbal and non-verbal ways such as speaking, written, body language, gestures, email and using other specialist techniques such as sign language for the visually impaired, deaf or any other form of disability.
Through mutual understanding, effective communication can be expressed. This is the act of exchanging information, ideas and thoughts between two or more people that can relate very well with each other, (Griffiths and Dunham, 2015).      

Having good communication skills will enable me in my future workplace as a care worker to listen effectively to colleagues and patients, embrace others, be transparent, respect each other’s values, religions and rights. This will help me to build a rapport and trust among colleagues thereby making me part of a team.
Any information passed to me will be well received, understood and processed accordingly. More attention to detail will be requested to fully understand the message and every information will be treated vital. I will be open to new ideas and be eager to learn.

Good communication among team members can lead to the success of an organisation. Tasks are completed and well managed through good relationship and interpersonal interaction among team members, verbal and non-verbal communication help to identify individual and team goals, structures and patterns developed among members, (Griffiths and Dunham, 2015).      

Berlo’s Model of communication 
[image: See the source image]
Berlo’s model of communication is an effective way of sending and receiving messages. This focuses on how messages are encoded and decoded respectively. There are mainly four components to describe the communication process, (sender, message, channel, receiver). A source encodes the message through a channel and the receiver decodes the message. These same factors guide both the sender and the receiver.
[bookmark: _Hlk27416952]The sender is the source who sends the message, the sender must have the right attitude alongside good communication and have adequate information of the subject matter. They should also understand and respect values, rights, religion and culture differences, which will make a big difference in the way the message is sent and received. The message must include the right contents, elements, treatment, structure and code. Therefore, the verbal and non-verbal cues such as language, gestures, signs and body language used must be well represented and structured. The message can then be processed through a channel, using the five senses (touch, taste, smell, sight and hearing) in order to be able to access and interpret the message appropriately. The intentions of the receiver and sender must be the same for the message to be effective, (Berlo, 1960).

This will enable me in my future workplace as a care worker to send and receive messages appropriately. For some patients, due to some health issues, communicating verbally can be a big challenge. I will use my good communication skills, adequate knowledge and the correct attitude, using cues that are non-verbal such as body language, signs and gestures to send the message which can be easily accessed by the patient. I will find every way to understand the intentions of the patient; this will enable an effective means of communication. 
For physically challenged children or adults who rely on using different means of communication, non-verbal cues can have a dramatic impact in their lives. Therefore, helping them to live an independent life in ways such as letting them express their feelings, asking for what they need; all these will make them feel good about themselves, (Enderly et al, 2013). 
During my experience as a teaching assistant volunteer, I was assigned three children on an art gallery trip including one boy with autism. During the trip, I studied his non-verbal cues such as his body language in an attempt to work out his intentions. I interacted with him using a very simple tone. I also assisted him in a painting session so that he did not lose interest. This experience allowed me to effectively communicate with him throughout the trip.

Non-verbal cues such as eye contact, smiling, touching or fidgeting can help the listener to interpret the message behind the words and understand the message based on the non-verbal cues. This shows that awareness and rapid cognition can take place in the blink of an eye. Though, these messages could be interpreted wrongly, (Gladwell, 2005).                   

Assertiveness
Assertiveness is the means of expressing oneself in an honest and confident way without disrespecting or dishonouring others, (Griffiths and Dunham, 2015). This means bringing up ideas, opinions, expressing one’s rights in a confident manner as well as respecting the personal space of others without portraying any form of bullying, rudeness or manipulation.                                                                                             
Being assertive really helped at my previous workplace as a teaching assistant volunteer in a primary school. A working teaching assistant started showing signs of rudeness towards me and I was unsure of what her intentions were. Whatever issues she might have been going through or what she was trying to prove to me, she likely believed that she had more knowledge than me as a working teaching assistant, thereby giving her a reason to assert superiority over me. Anytime her assistance was required, she would answer me rudely, and at times when I needed to support a student, she would tell me to be cleaning and tidying up instead. Her manner of approach really frustrated me, so I decide to have an honest and open conversation with her. I told her that if she had any further issues with me, it would be better to discuss it like responsible adults. I also told her that I would appreciate it if she would stop, otherwise I would report her to the school authorities. She then apologised and it thus put an end to the whole situation. My second experience was when I worked as a waitress. There was a particular male waiter who constantly made sexist remarks towards me which made me uncomfortable. It got to a point where it became an issue, I told him that he must maintain professionalism and show respect otherwise I would report him to the management team. This helped to put a stop to the situation.


Active listening
Active listening refers to showing eagerness and commitment to the message an individual is trying to pass. This can be expressed by showing every form of understanding to what is being said.                                                                                                                       Active listening is achievable when great effort and discipline is applied to show accurate understanding of the information passed between the speaker and the listener, (Griffiths and Dunham, 2015).      
Growing to be an excellent listener is hard, but perfection can be acquired if we sharpen our ability to listen effectively, (Quimtanilla and Wahl, 2017).
In my future workplace, as a care worker, my active listening skills will help me to interact more openly with colleagues. Every piece of information will be received with much interest and will be treated with importance, I will be open to my colleagues’ ideas and opinions, giving full attention to the end. I will give full eye contact with a lot of patience, whether the information passed is acceptable or not, before giving my honest opinion. If any piece of information given is not fully clear, I will not relent to ask for a more understandable piece of information.
When patients are trying to conversate with me, I will listen till the end, displaying signs of interest such as head nods and eye contact. I will stay relaxed without any interruption, allowing the conversation to flow which will show the speaker that I am equally involved in the conversation; indicating that the information passed has been well received and understood. Some patients, due to mental illnesses such as depression, can feel lonely and may need someone to talk to or any other form of comfort. Whenever possible, I will reassure with such patients, that things will be fine. This manner of approach will give them someone to confide in, therefore allowing the patient to build a rapport with me.
Active listening skills have helped me to give guidance at my previous workplace.  A colleague had once told me that she could no longer focus at work due to her mother’s illness. From looking at how depressed she had been recently, I listened to her issue and I calmly advised her to inform the manager about the situation so that she would be able to take some time off to look after her mother. I also suggested that she should seek counselling for additional support. 

Written communication 
Written communication shows how a patient’s day-to-day events, treatments, any future references or follow-up procedures are recorded down, which is then electronically stored for safekeeping. Any information written down must be easily accessible, clear and accurate. This is good for record keeping and for future references.

Confidentiality
Confidentiality refers to keeping information secret or private. Confidentiality is important in the industry of health and social care. It is a good practice in handling patient’s information. One must ask for a patient’s consent before accessing their information. Policies, procedures and systems are shown to staffs to ensure confidentiality rules are followed, which is based on legal requirements and common practice. Confidential information should be treated carefully and respectfully, (Digital NHS, n.d).
In my future job as a care worker, I will keep every record stored about a patient confidential, otherwise it will be putting a patient’s information at risk. Something like this would be against the law. As a member of staff, it is my duty to keep all records private and to not disclose them with others. They can only be accessed by authorized persons for medical reasons. Every rule and policy put in place by the organization will be strictly followed.

Conflicts in the workplace
Conflicts in the workplace can refer to conflict driven by emotion (relationship conflicts) meanwhile others can refer to a difference in opinion between members of a certain group (task conflicts), (Desivilya et al, 2010).
[bookmark: _GoBack]My experience on conflict in the workplace was when I was working as a waitress and a customer gave me a tip in cash as he was impressed by the service provided. Another waitress who witnessed this reported it to the manager insisting that I should have reported the tip to the manager, and this made me feel bad. I got angry at the waitress and we had an argument. I later informed the manager that the customer purposely gave the cash so that I could keep it for myself. After this, the manager allowed me to keep the tip but advised me to always bring any tip to the knowledge of the manager in charge in the future. The dispute between the waitress and I was later settled as we apologized to each other.
Conflicts occur in the workplace due to poor communication, personal differences, frustrations or competing for leadership rights. Due to expanded knowledge, some colleagues may believe that they deserve more or are better than others. When conflicts occur among colleagues due to issues such as work pressure, I will inform them on how a workplace environment must be kept formal, persuading them to deal with the situation calmly in a direct but respectful manner. 

Improving communication in the workplace 
I believe that having good communication skills, listening more to colleagues, not equating yourself with others due to more knowledge, interacting more, sharing each other’s opinions and learning each other’s strengths and weaknesses can help to ease the pressure, thereby tackling any issues in the workplace. This will help to deteriorate the situation. In addition, referring to the workplace Code of Conduct will allow staff to be aware of the consequences of their actions, which can help them to identify personal space. In order to produce the best foundation in any business, organisation or workplace, effective communication is absolutely necessary, (Hoppe, 2018).
My experience was when I was working as a teaching assistant volunteer. A new volunteer that did not have English as their first language was shadowing me. She was already quite shy and nervous, as she could not speak English fluently, I made sure I spoke to her in a slow and much calmer tone in order for her to understand me. I gave her guidelines of how things were done in the classroom as well as the daily routine. This allowed her to develop a rapport with me as I made her feel more comfortable.

Conclusion
In conclusion, this report shows that verbal and non-verbal communication can be very effective in the workplace, through ways such as using Berlo’s model of communication. It also shows the importance of communicating, active listening, confidentiality, assertiveness and improving conflicts in the workplace, and how they all come together to create a suitable and comfortable working environment.
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In-class exercise 2
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Student Name: ~elude S Student ID/Group: (o S26 M}
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 cases and answer the questions that follow

CASE 1: Mary was working on some paperwork when her daughter 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 0K,” 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
seeing her tomorrow!’. The child broke down and cried.

1. Why weren't Mary’s calming words having any effect on her daughter?
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annoyed when she began telling him all that went wrong about her day. He interrupted her and
said, ‘I'm so tired, can'tit 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.
4. Why was Sally upset? ) )
Sl wes = bocorse Skeve Arel ek gus e e oMo o

R o e reoal Wons s ok pokevate \eXae PR . —oa

R &

KCASE 2: Steve was exhausted from work when his wife, Sally, came home. So he was quite

b.A What could Steve have done to help the tension that had developed?
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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,
| 1am 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.
Reply to the student and answer her questions. Use a diagram in your answer, if necessary.
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