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Introduction
Communication is the act of transferring information from one place or person to another. It is also defined as the act in which ideas or feelings are shared or conveyed successfully. This might be through writing, speaking or any other means of passing information.  Communication is a very important tool in the workplace which allows for effective working as well as promoting productivity by boosting the morale of the employees and promoting commitment(Skills You Need, 2019). 
Models of communication 
1. The Shannon Weaver Model(SWM) is a linear communication theory developed in 1948. The model is made up of six concepts including the receiver, the sender, the message, the noise which is the disturbance arising from the environment or the people, or any other source, decoder which converts the signals, the channel which is the medium used to transmit the message, and the encoder which refers to the machine used by the sender and coverts the message to signal(Businesstopia, 2018). 
[image: 1: The Shannon-Waever model (1949)  ]
(Nikulescu, 2011)
In this linear theory, the message is sent by the sender through an encoder, through a channel where it is decoded at the other end with an aim of making sense to the receiver, however the concept of noise may arise which might distort the message therefore making it hard to decode it and might affect the communication process thereby making the message to be misunderstood(Mortensen,1972).
The model did not provide a way of dealing with the problem of noise at the beginning, and the sender and the recipient have to devise a way of reducing or eliminating the noise to promote effective communication(Businesstopia,2018). The concept of noise was introduced later.
[bookmark: _Toc69741835]2. Schramm’s model(SM) was proposed by Wilber Schramm in the year 1954. SM majorly aims at explaining how meaning is transferred between the parties. The model views communication as a process which occurs between the sender and the recipient. The communication process in this model is made up of a message and channel where the communication happens. A means of feedback can be in place to ensure that feedback is acquired with an aim of understanding if the receiver received and whether they understood the message or not(Blythe, 2009,pp.178-180). 
SM has its roots to the SWM but has various differences from it. It highlights that information cannot be important unless it is put into the right format and conveyed to others. With the SWM not paying much attention to the feedback, SM is circular in nature and pays close attention to feedback. In addition, Schramm states that the communication between the sender and the recipient is incomplete unless the sender receives feedback from the recipient accordingly(Musherure,2018).
[bookmark: _Hlk70077556][image: ](Nikulescu, 2011)
Encoding and decoding processes are both very important in this model. Encoding is very central as it initiates the whole communication process through the conversion of thought into content. On the other hand, decoding is also crucial in the process. As information reaches the recipient, they should understand what the speaker or sender wishes to convey. Here feedback is a very important communication component which must always be given or seeked(Juneja, 2015). 
[bookmark: _Toc69741836]3. Berlo’s model(BM) of communication is made up of six stages: the source, the message being encoded, the message itself, the mode of delivery, the process of decoding and the receiver. It is a linear communication model without any feedback in it. It majorly focuses on the emotional aspect of the message which differentiates it from the other models of communication. The model operates making use of the SMCR model in its major components(Juneja, 2019).
[image: berlo's model of communication]
Some of the major components include:
Source-Also referred to as the sender where the message originates from. The source transfers the message to the recipient through the help of the various skills of communication, culture, social system, attitude and knowledge. 
Message-This is the element which is sent towards the receiver. This can be text, video, picture, audio or any other form which can be understood. The message is affected by various factors such as elements, content, code, treatment and structure. 
Channel-This is the medium in which the information being sent. From the general communication, the channels of communication are represented by the five senses of human beings such as hearing, taste, smelling, touching and seeing. 
Receiver-This is the party which gets the message or information. The receiver must also have some skills and knowledge in terms of communication. Both the sender and the receiver must also be from the same social and cultural background for the communication to be effective(Juneja, 2019).



[bookmark: _Toc69741837]Communication skills
Good communication is a important component of every workplace which ensures that productivity is maintained while good working relationships are formed. It promotes team work,  innovation, growth and good management. Some of the important communication skills in Health and Social Care include active listening, verbal and non verbal communication skills, and empathetic listening. Verbal and non-verbal aspects of communication as well as empathy are known to have an important impact on the medical encounter (Vogel, Meyer, M. & Harendza, 2018). 
1.Verbal Communication
Verbal communication is a way of communicating with others by using language, it refers to the words that we choose, and how they are heard and understood. This can happen anywhere by using any device. The sender and receiver can easily understand this way of communication when they know the same language. Although most people use the concept of verbal communication to describe only spoken communication, it can also be in written form. Speaking clearly, focused, and following etiquette, or organisational guidelines, can help with better verbal communication. In one of our class activities, we had to break bad news to someone. The activity is presented in Appendix A and shows how important it is to use appropriate language, communication channel and the guidelines provided by the workplace in difficult situations.
[bookmark: _Hlk70060651]2.Non-Verbal Communication
[bookmark: _Hlk70075591]For non-verbal communication, we use facial expressions, the tone of the voice, gestures and the  body language, and the physical distance to the other person, to influence what we are saying. These non-verbal signals can give additional information and meaning to verbal communication. Understanding body language can help improve communication (Guilbeault, 2021). Our class activity about interpreting body language was incredibly interesting.(Appendix B)
3.Active Listening
Listening is a very important skill for good communication. Being a good listener can increase your professional performance. We listen to get the information, before responding. In order to understand the message someone is trying to tell us, we need to listen carefully and focus on the conversation. That way we can respond to the speaker and let them feel comfortable about the delivery of the speech.(Mind Tools, n.d.) Good listening skills are important in the workplace when a person is trying to influence, persuade and negotiate. This can be helpful to avoid conflicts and misunderstandings in the workplace. 
4.Empathetic Listening
Empathic listening is a communication technique which can help to better understand the sensitive and intellectual meaning behind a message. It is a form of active listening, where a person listens to the communicator patiently and carefully. The listener should also pay attention to emotional meaning behind the message, which helps with understanding and later responding to the message. This type of communication technique can be useful to solve conflicts in the workplace. 
[bookmark: _Toc67263913]Example of Different Case Studies
[bookmark: _Toc67263914]1.Case Study of Pedro and Maria (Appendix C)
Summary: The case of Pedro and Maria is an everyday conversation. Even though it is short, a misunderstanding happens - a good example about how easily a communication can be disrupted.
Analysis: In the case study of Pedro and Maria we see that both faced a misunderstanding because of a miscommunication over phones. The SWM of communication can be used here, where the feedback has less priority and disruption happens because of noise. The sender in this case is Maria, and Pedro is the receiver. The channel they use in their communication is the mobile network and the decoder and encoder are their phones. Pedro falsely hears the word “kitchen” instead of “chicken” because of surrounding noise. Using the SWM it can be said that the noise creates disruption in message. 
[bookmark: _Toc67263915][bookmark: _Hlk70086046]Way to remove the misunderstanding:  The communication between Pedro and Maria was not an effective one. But it could be if the noise would have been removed. Unlike the way of the SWM, SM says that interference can be removed by asking for feedback. Therefore, another option would be for Pedro to have called Maria again and recheck what she said but that did not happen. A good possibility would be if they pick a different canal of communication. Something perfectly covered by BM of communication.
2.Case Study of the Professor (Appendix D)
Summary: In this case we see the professor have intellectual differences with the villagers. One day he had an accident, he tried to ask the villagers to help him using his way of communication. And he suffered because no one understood and responded to his message.
Analysis: The villagers, having different level of knowledge, skills and culture didn’t understand the professor’s message. Here we can see a reflection mainly of BM. Where the encoding of the professor put him in danger because he never thought of passing the message in a way understandable by the villagers. 
Way to remove the misunderstanding:  The professor could simply change the language of the message and say, “My house is on fire, please help me.” Rather he asked for help in his way. The case here refers to BM. Familiarity with the subject of the message makes the communicated message more effective(Businesstopia, 2018). An option is for the professor to ask for feedback seeing that people are not responding, which could be supported by SM.
Examples of Poor Communication in my Workplace
1.Case Study of the egg (Appendix E)
[bookmark: _Hlk70079348]Summary: Here ER as a wellbeing leader receives a message to provide the members of the staff with eggs for Easter. She therefore gets surprised and confused since the message includes information that does not seem logical. ER being a Bulgarian follows the Orthodox traditions. She thought the Head of Wellbeing told her to give a chicken egg to everybody. But what was meant was chocolate eggs.
[bookmark: _Hlk70080018]Analysis: Gartenstein(2019), highlights that cultural differences can lead to poor communication in the workplace. People with varying cultures and backgrounds sometimes fail to communicate effectively. This case study reflects on BM and SM of communication as well. BM of communication can explain the misunderstanding that happens based on ER’s cultural background as a receiver, which is different from the cultural background of the source.
[bookmark: _Hlk70080039][bookmark: _Hlk70069871]Way to remove the misunderstanding:  Analysing the case based on SM of Communication, ER did the right thing asking her Manager about the message. That is why the communication is much more effective when feedback is given. On the other hand, the channel of communication used was a letter which contributed to ER’s confusion. If another channel was used such as phone call, ER would have had an opportunity to seek clarification immediately and avoid the confusion. This is reflection on BM of communication. 
2. I work in a care home as an Administrative Team Leader. I have witnessed many cases of poor communication in my workplace. According to Gamil and Abdul(2019), there are various factors which obstruct effective communication in the workplace and one of them is the physical environment. Everyone who is working in Learning disabilities division knows that the distractions during the working process could be a big problem. The distraction could be dealing with a client’s behaviour, physical noise, problems with the reception. This has sometimes led members of staff, including me, missing, or misunderstanding important messages from various parties. Referring to Gamil and Abdul(2019), the channel used for communication such as verbal and written messages, or even mass media, can affect the effectiveness of the communication. In our workplace, phone calls are the major channels used for communication. Answering the phone calls in a busy and loud environment is a challenge. Very often I must ask for repetition. This case reflects to all models of communication we have learnt in this course. 
Suggestions for improvement: Asking for feedback, which I often do, is an essential part of SM of communication. Dealing with the noise and the busy environment is covered by the SWM of communication. Looking for a different channel for communication, such as asking for the message to be repeated in an email, is a good example for using BM of communication. 
[bookmark: _Toc69741838]Conclusion
Communication is a very important aspect of every workplace. Good communication can improve relationships within the organisation, by building and maintaining trust, while promoting productivity. Some of the good communication practices include active listening, verbal and non-verbal communication, as well as using the presented models to improve communication in the workplace and are very important for the organisation to function smoothly. Factors that can lead to ineffective communication, include noise, bad channel of communication, cultural differences, and poor communication skills. Every organisation should work on ensuring that it follows good communication practices and offers trainings for good communication skills. 
[bookmark: _Toc69741839]
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Apendix A
Breaking bad news class activity
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Appendix B
Interpreting body language
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Appendix C

[image: ]










Appendix D
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Appendix E
The egg case.
ER is a Bulgarian (where the main religion is Eastern Orthodox Christianity). One tradition during Orthodox Easter is to give dyed eggs (mainly red) to children and friends, as a symbol of faith and health. ER has lived in the UK for more than 6 years but continues to celebrate Easter in line with her faith's traditions. 
This year, the company she works for decided to give everyone a little treat for Easter. She works as an administrative team leader for a big company based in London. Ms ER is also the wellbeing leader at her workplace - one of the company's many sites. On…… she received a letter from the Head office with a request to provide one Easter egg for each staff member. One of the requirements is that the price of the Easter eggs should be between £3 and £3.50. ER was really confused, because she couldn’t understand why she would have to buy and give a single egg to each co-worker, and how would she manage to spend £3 per egg. All her colleagues from other company sites were very excited about the idea, with happy messages overflowing her inbox, which contributed further to ER's confusion. At this point ER decided to ask her manager (Mr CA) about the meaning behind the "egg initiative". Mr CA seemed very surprised by the question, which made ER feel awkward. ER jokingly asked her Manager if the company is going to give the staff Faberge eggs, as the price of £3 per egg seems extreme. Furthermore, according to the other wellbeing leaders' reaction it seems that this present is supposed to be something very precious. Mr AC then explained to ER, that the Head office meant chocolate eggs, not chicken eggs.
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Hello Ms. | have a message

As you know her condition
for you from the care home.

was very unstable lately
and we couldn’t do more to
save her.

Are you at home now?

Yeah. | know. | was hoping.

Yeah I'm at home. Is there a
problem?

Was she alone

| am very sorry we couldn’t
let you know earlier and
wouldn't let you be with her
but they are very strict rules
set up during pandemic.

I'm very sorry to let you
know that your sister
passed away this morning.

However | was with her and
she was not in pain.

As you know her condition
was verv unstable latelv

I will call you a bit later to
check on you and also
inform the rest of your
family.

| can't believe.

We did our best to comfort
her

I'm very sorry for your loss It must be very hard for you.

If you need any help please
feel free to ask me and I'll

Thanks. Appreciate. Sorry |
guard you.

need some time.

| understand
Ok now we can screenshot

And put in appendix
Hahahha

Is always sad

Do you have anyone at
home with you now?

Can we talk after 5 min?

iope this email finds you well

1 have in front of me your test results and
overall your state of health is a very good
one

However, your cholesterol levels seem to
be a bt higher than normal.

Rest assured this is a very common

issue and there are many ways of
improving your cholesterol levels through
a proper diet

1f you have any concerns and or

questions do not hesitate to contact me.
Kind regard:
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Activity 1:
Interpreting body language

What message are they conveying?

Hands in the air in despair

Frowning 2 Sad eyes

“I'm ha and things are good”
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MARIA and PEDRO

Pedro works on a building site and Maria is his wife.

One day Maria phoned Pedro.

‘Hello, Pedro, when you're coming home, see if you can get me a chicken.’
‘Okay,’ replied Pedro.

When he got home, Pedro took off his boots and coat and went into the kitchen.
‘Maria, where are you?’ He said.

‘Here — in the sitting room,’ she said.

When Pedro went into the sitting room, Maria said, ‘Where is the chicken?’
‘What Chicken?’ Asked Pedro.

The one | asked you to get on your way home.’

Oh, no! | thought you said when | come home | will see you in the kitchen!

Q: Why do you think Pedro misunderstood Maria?
Q: Whose Model of Communication explains this confusion and why?
Q: How could this have been prevented?

Q: Whose Model of Communication explains how it could have been avoided
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THE PROFESSOR and THE VILLAGE PEOPLE
Lloyd b. 7/19

AProfessor of English at a well-known Welsh University lived in a large house not far from a little
village. He never went into the village, bur shopped in the town near the University because he
had nothing in common with the village people, who were largely uneducated and did manual
jobs.

One night, the professor fell asleep while smoking his pipe and the pipe fell onto the carpet and
started a fire.

When the professor awoke and saw the house on fire, he rushed into the vilage, screaming
“The edifice is being consumed by a great conflagration!

“The edifice is being consumed by a great conflagration!

The village people looked at him and continued doing what they were doing

“Don't you understand?’ He said. “The edifice is being consumed by a great conflagration!’
They ignored him

When the Professor returned home, he saw that his house had been completely. destroyed. He
sat down on the ground and wept.

The next day, he went into the village crying. ‘Why, oh why didn't you help me? My home has
been destroyed by the fire. | came and begged you last night.” He wept

“But Professor, why didn't you say that your house was on fire? We would have helped.

Q: Why didn’t the village people help the Professor?
Q: What should he have done to get them to help him?

Q: Whose model of communication do you think can explain this situation?
Q: Why?
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