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Definition of Teamwork and its Importance
“A team is a collection of individuals who get together or are assigned to achieve a common goal” (Raising,2016). Teamwork is also defined by Bussinessdictionary.com as a process of working collaboratively with a group of people to achieve a goal.
In view of the above definition, teamwork can then be explained as different people coming together with diverse skills to perform a task.
When people with diverse skills come together with the intention of achieving a goal, each member must be committed to bring out his best effort because if the end results fail, it affects every member and so they must have common values and beliefs. (Moga,2017).
Importance of teamwork:
Teamwork is beneficial to both employers and employees as it enhances knowledge and builds confidence. When people with different skills, opinions or talents emerge, each individual learns from each Appendix:
[bookmark: _GoBack] other. By learning from each other, experience is shared, and mistakes are corrected.
Teamwork increases production and improves efficiency of work. Labour is divided when there are more hands and so each team member is able to finish workload faster and this brings job satisfaction and so employees feels comfortable to work.
Communication skills like speaking and listening skills are developed because each member seeks to be polite and this also brings a sense of belonginess, harmony and a healthy professional relationship and conducive working environment. (Wehbe,2017)

1.2 Definition of Communication and Its Importance at the workplace:
“Communication is simply the act of transferring information from one place, person or group to another” (skillsyouneed.com). 
Communication is a process of sharing information, intents, attitudes, aspirations, opinions and written content among individuals by using different mediums (Editorial team, 2019).

Communication becomes effective when the recipient gives an accurate feedback to the sender.
Communication is an essential skill at workplace because it enhances productivity and ensures work efficiency, it is considered among the top ten skills that employers seeks in job candidates. Communication is important because it helps workers to share ideas by ensuring proper handover to prevent duplication of job done in previous shift. As a support worker working with people with mental issues and learning disabilities, communication helps me to interpret the behaviours and emotions of the service users. For instance, there is a service user who laughs when he has done some mischief. Communication also help patients to express their emotions.

1.3 My organisation deals with mental health issues, it supports people with learning disabilities and rehabilitates individuals who needs assistance in order to live their lives independently. 
Communication is crucial at workplace because it helps us to understand instructions from the stakeholders, doctors, social workers and the family of the clients. In addition, interacting well with the service users improves confidence and trust.

2.0 Types of communication:
For communication to be effective we need words and actions to express our intents to the recipients or listeners. Therefore, the way we express our actions to convey the intended information has been categorized as verbal communication, non-verbal and written communication.

2.1 Verbal Communication:
Verbal communication is transmitting information by the use of words and sound in the form of language, speech, word fillers. Verbal communications at my workplace is important because we use telephones, radio, television to receive and send information. Verbal communication is time saving and provides instant feedback. Verbal communication promotes etiquette.
Non-verbal communication:
Non-verbal communication can be defined as “communication other than written or spoken language that creates meaning for someone” (Ivy&Wahl,2014).
Non-verbal communication is a process of transmitting a message without the use of words. Examples of non-verbal communication are facial expressions, posture, body language, eye contact and gestures. Non-verbal communication like pictures graphs, maps are used at my workplace to explain   things   to clients who are deaf and dumb and gives them the opportunity to express themselves. Non- verbal communication breaks some language barriers because they are self-explanatory.

3.0 Theories of Communication:
The main three models of communication are:
The Linear Communication Models.
     The transactional communication Model
     The Interactive Communication Model
3.1Shannon-Weaver model of communication:
The Shannon-Weaver model also called the mother of all models is a linear model of communication. It was developed by two American Scientist with the aim of creating a model that will enable radio waves and telephone cables function better. (Businesstopia,2018)
The Shannon -Weaver model consist of five elements: 
1. Sender (Information source) 
Sender is the person who plans or thinks   of a message or the information, and then chooses the receiver and decides to use a medium like telephone or an email and sends it. Example 
           2. Encoder (Transmitter) -
          The encoder is the machine or the individual who turns the information into           signal or binary data or words, so that it can be conveyed to the receiver.
3.Channel - Channel is the transmission medium like radio waves, internet, wire or voice through which the message is sent.

4.Decoder (Receiver) – Decoder is the machine which changes the digital data to message or the receiver who interprets the information from signals.
5.Receiver (Destination)-Receiver is the final recipient of the message.
6.Noise – Noise is any distraction or interruption like poor internet connection, power cut, the psychological and physical state of a person or disturbances in the environment that affects the meaning of the message. Shannon and Weaver identified the possible background disturbances that may interfere the conversation from three perceptions: 
1.The technical problem -This might occur when the machine like the radio or telephone is faulty.
2. Semantic problem- This is when the intended meaning of the message is affected or misunderstood.
3. Effectiveness problems- Thus the receiver’s reaction after accessing the message will let the sender know if he got the precise message or not. 
The feedback (response)from the receiver helps the sender to know how effective the communication has been and the level of understanding. However, responses to the message cannot be received always in some cases when listening to radio or watching a TV program.
What makes this model stands out is the recognition of noise. The noise of a message is removed or minimized to improve the quality of communication. (Chris,2019)

3.2 Berlo’s Model of Communication

The Berlo’s model was developed in 1960 as an expansion of the Shannon -Weaver linear model of communication and introduced the S-M-C-R (Sender-Message-Channel-Receiver) The Berlo’s model is said to be the simple communication application between persons. It also recognises the coding and decoding of a message. (Janse,2019).
Berlo introduced four components in the communication process and these are sender, message, channel and receiver. There are some factors that affect each of these components in the communication process between two people.
S- Sender is the source of the message or it can be a person who develops the information and sends it to the receiver. The sender’s message can be influenced by the following factors.


Communication skills
If the sender has the ability to express his ideas or speak eloquently the receiver can understand the information.
2.Attitude 
The sender’s approach, perception to himself, the surroundings or to the receiver can alter the meaning of the message.
3.Knowledge
If the sender is well-versed in the subject matter, the confidence level is high and so the message is communicated effectively.
4.Social System
The geographical background, beliefs, values and the governing rules can affect the 
sender’ method of communication.
5.Culture
Cultural diversities like gestures, postures and greetings can influence the sender 
because what is acknowledged in some areas may be forbidden in other areas and
so, the message can be misinterpreted.
M-Message
The message is the intended information the sender wants to convey to the receiver
by means of audio, text or internet. The sender expects the receiver to 
understand it perfectly, but it can be affected by:
Content
This is the subject matter or the idea of the message.
Elements
Elements of a message are non-verbal cues like gestures or signs that can    
influence the message.
Treatment
Treatment is how the message is conveyed to the recipient.
Structure is the layout of the message or the arrangement of the message.
Code
The code is the form like language, text, video or gestures which the sender
chooses to send the message to the receiver.

Channel
The channel is the medium the sender uses to transmit the message which involves the technical machines like telephones, radio or internet for public correspondence. On the other hand, the five human senses are the normal channel for communication flow and can be influenced by the efficiency of the channel. These senses are: 
· Hearing
· Seeing
· Touching
· Holding hands
· Smelling
.   Tasting 

R-Receiver
Receiver is the message target. Berlo’s model considers the sender and the receiver to be on the same level in regard to the factors discussed above to ensure the effectiveness of the communication.

This type of communication is very important at workplace because there are people who come from other countries and so different cultural background, languages and religion can cause confusion and so we have to put pictures on the wall to explain instructions and get interpreters.

3.3 Schramm’s Model of Communication
The Schramm’s model originated from the Shannon-Weaver model. The Osgood-Schramm model is defined as “a circular model that shows that messages go in two directions” (Chris,2018).
This model declares that communication is a two -way process which involves a sender and a receiver. The main principles of this model are:
1.Communication is circular not linear;
2.Communication is always equal and reciprocal
3. Messages require interpretation
There are three steps for communicating: encoding, decoding and interpreting.
Schramm proposes that information is of no use unless it is carefully put into words and send to others. Encoding is the beginning of every message and so it is crucial because it is the starting point and contains the main idea of the message. The receiver of the message is required to understand the content accordingly. If the recipient does not get the meaning of the message as intended by the sender, then the whole communication process is ineffective. Thus, the most essential factors of communication between two individuals are the encoding and decoding process. This model emphasises on feedback as the conclusion of every effective communication. Thus, if a message is sent, the recipient must give the feedback to the sender for him to know if the information has been understood accurately.
  
         SENDER
       MM
RECEIVER M-stands for message

Schramm explains that the perception, knowledge, and cultural background of a person can affect how he interprets a message.
This model is applied at my workplace when a service user needs a medical assistance: we raise the concern that a patient needs a psychiatric review, we send the report to the mental team and until they respond we cannot take any action.
Regular meetings are important when considering this model.

CONCLUSION:
In conclusion, my class exercises on communication initially was difficult but with further reading and giving much attention I could take part in the in-class exercise and had a higher mark. The model of communication has become more practical both at workplace and my personal life.
The types of communication have developed my communication skill at work and 
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In-class exercise 1

Exercise2: COMMUNICATION: A CASE STUDY

As you read their case, think about how you might help communicate with the employee to
remedy the conflict. Answer the critical thinking questions at the end of the case and, wherever
possible, say whose communication model is relevant.

BARRY AND HIS STAFF

Barry is a 27-year old who is the manager of a restaurant. He is responsible for supervising and
managing all employees in the kitchen. Employees working there range from 16 years old to 55
yearsold. In addition, the employees come from varied cultural and ethnic backgrounds. For many,
English is not their primary language.

Barry has a Health and Safety (Food) Certificate and tries his best to keep up with food safety issues
in the kitchen, but he admits it’s not easy. Employees receive “on the job training” about food safety
basics (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.

One day Barry overslept because he had been working on his car until 2 a.m. He was rushing around
and realized that he didn’t have a clean uniform. However, he managed to find one that was not
very dirty. As he dressed, he realized that he needed a haircut and a good hand scrubbing, especially
after working on his car.

When he arrived at work, he dashed into the kitchen and noticed several trays of uncooked meat
on the work tops. They appeared to have been sitting at room temperature overnight. He called one
of the kitchen staff and asked: ‘Why did you leave the chicken out when I told you to put them in
the fridge?’ N ek

The man replied: ‘| heard you screaming but | thought you were trying to talk to the chef above the
noise of the food mixer he was using. | didn’t know you were talking to me’. Barry is frustrated and
doesn’t know what to do. He felt like he was beating his head against a brick wall in trying to get
his employees to practise food safety.

He has made many efforts to get them to learn how to handle food safely. He has put large signs
all over the kitchen: KEEP HOT FOOD HOT AND COLD FOOD COLD and WASH YOUR HANDS OFTEN.

Questions:

1. What are the communication challenges and obstacles that Barry faces?

2. Which communication models can you use to explain Barry’s problems?

3. What solutions might Barry consider in addressing each of these challenges or obstacles?
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In-class exercise 1

Student Name: M6 Tovss BNILOMAY  Student ID:

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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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 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
seeing her tomorrow!". The child broke down and cried.

% at Ap - Why weren’t Mary’s calming words having any effect on her daughter?
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é"’ ) 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.
3 Why was Sally upset?
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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,
I 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.
Reply to the student and answer her questions. Use a diagram in your answer, if necessary.
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