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1. Introduction
[bookmark: _Toc48864246]Definition Communication
Humanity cannot survive without communication, it is what allows sharing information and figuring out from one individual, group or area to another (Differences, 2019). That information can be facts, emotion, values, thoughts, and opinions (Handbook, 2019), the message can also be transferred non-verbally or verbally. (Differences, 2019)
The steps of communication start with the sender (the person who sends the message), next comes encoding (which is the sender converting the feelings and ideas into communication)  the followed by the message (which can be verbal or non-verbal), after that the receiver (the individual who receive the message) decodes, then finishing with feedback, which is when the message is send back from receiver to the sender (Differences, 2019, Handbook 2019, Need 2020). This assignment give some understanding of the models of communication, communication skills, example of poor communication and some suggestions to improve it.
[bookmark: _Toc48864247]Importance of communication in workplace
Communication in the workplace is a fundamental utensil which allows the organisation to be productive and keep a solid relationship between every member of institution (Page, n.d.) (InCorp, 2020). For example: when the employee feels free to expose their ideas without restrictions it is more probable for them to avoid confusion on a given task (Kashyap, 2019). For a project to become successful it depends on solid communication, that means the message must be logical, and when the managers are powerful communicators, they are more capable to instruct their teams successfully. the capacity to give every employee opportunity to talk and to be heard, collective cooperation and transferring information are essential tools in team working. (InCorp, 2020) (Page, n.d.)
2. [bookmark: _Toc48864248]Models of Communication
2.1. [bookmark: _Toc48864249]Shannon and Weaver (1948)
The transmission model of communication (Lyon, 2017) is the message shared between sender and receiver through technology which can be sometimes affected by the noise. (Theory, n.d.)
Shannon and Weaver explain that effective communication needs to have: an information source, transmitter, channel, noise, message, receiver, channel, information destination, encode and decode. (Theory, n.d.)
[image: ]
Figure 1 - Shannon and Weaver Communication Model (Toolshero,2020)

with this theory the first factor is the sender, who transmit the message to the receiver by encoding, for example: body language, the pitch and tone of voice or facial expressions; or verbal, for example: meeting from internet, telephone, face to face or using an intermediary; or media, for example: TV, radio, newspaper or cinema. Then this message is passed on, which can be by email, face to face or telephone. Next comes the decoding, which is the interpretation from receiver about the message given. Then this receiver sends feedback, which can be negative or positive, verbal or non-verbal. The feedback is responsible to certify the understanding or access more information to achieve consensus about what has been said between the sender and receiver. It is worth noting that noise, which is anything that can disturb the communication, can occur. (EPM, 2019)
[bookmark: _Toc48864250]Advantages
The message can be affected by the first barriers based in words which can be language, for example: when a doctor uses medical terminology to explain to the patient his medical condition; or a disjunction message, for example: when the structure of the message given is not succinct and clear; also the excess of information, for example: when the teacher is given too much information for students to take in. (Lyon, 2018) 
Second barriers are related to people’s background, for example: some people look disinterested when individuals from other backgrounds are expressing their ideas; or demographic background, for example: people from differing generations can have different behavers and opinions from one another; also triggers and filters, for example: when an individual for breakfast always put cereal first and then the milk, until one day someone says it is more correct to do in the inverse way, this extra information will intrigue and make the person filter this information. (Lyon, 2018)   
Third barriers are physical, which can be physical distance, for example: with cov-19 residents in care homes are unable to receive visits from their families, so In this case they have to use the technology to communicate which makes it harder to understand and express themselves properly; or the noise as can be seen on Figure 2, for example: because of the noise where Pedro works (on a building site), during his call with Maria, he understand she said  she was in kitchen instead of buy the chicken. 
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Figure 2 - UWTSD 2020 ("Maria and Predo”, Published literature)

[bookmark: _Toc48864251]Disadvantages
This model is based on the place and time it was conceived. Shannon and Weaver are from 40s and they use to work from telephone business which allows explain about this time of communication and also permits to see in aspect of sending message but it does not let learn the face to face complex, for example: complicate people, do not have the feedback on original model, non-verbal communication. (Lyon, 2017)
2.2. [bookmark: _Toc48864252]Schramm (1954)
This is a circular model because the communication is a two ways system, so that means the sender, sends and receives a message as much as the receiver, seen in Figure 2 (which is between Maria and Pedro). Schramm’s model works with conception that the most important part of this communication is the decoding. However, those experiences can be moulded according to the people’s social environment, which changes the way of communication, for example: the time (in Figure 2 when Maria called Pedro, he was working so that shows it was the wrong time), reasons (in Figure 9 when Mark starts given many complains to his chief, he is forgetting the propose of is meeting) and place (in Figure 5 the professor is not used to being with people outside is environment, which makes difficult to communicate with other) the person is living in . (EPM, 2019)
[image: Schramm Communication Model example - toolshero]
Figure 3 - Schramm Communication Model (Toolshero,2020)

The message only can be transmitted to other individual if it is turned into words (EduMania, 2018), for example: on Figure 7 when Barry put many sign all over the kitchen with big words to transmit the message to the employers.
[bookmark: _Toc48864253]Advantages 
This model gives chance to the sender or receiver  to express their ideas and are both equally active, the noise allows comprehension that problems can happen during the analyzation of the message, the feedback permits receiver to analyse if message have been understood, understand the different ways of communication system compared to the usual one. (EduMania, 2018)
[bookmark: _Toc48864254]Disadvantages
The message received and sent perhaps can be interpreted different than is supposed to, this model does not work with complex and various level of communication process, this model cannot have many sources communicating otherwise it would complicate it. (EduMania, 2018)
2.3. [bookmark: _Toc48864255]Berlo (1960)
This model is called a simple model because it initiates from the sender, afterwards that message is transferred from the sender to the receiver (MSG, 2020), before arriving at the receiver. (Jenkinson, 2013)
[image: Berlo’s SMCR Model of Communication - ToolsHero]
Figure 4 - Berlo’s SMCR Model of Communication (Ben Janse, 2019, Toolshero)

[bookmark: _Toc48864256]Disadvantages
[bookmark: _Hlk48841639]On this model, the body language is more credible due to the fact that it is performed without thinking, does not mention any noise or barriers of communication, no existence of feedback makes this model linear, sender and receiver have to be in same level of factors mentioned above otherwise they would not be able to understand each other (Theory, n.d.) (Guide, 2020), Figure 5, when the professors house was on fire he  used words that people from his village did not understand and for that reason they could not help him.
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Figure 5 - UWTSD 2020 ("The professor and the village people”, Published literature)

3. [bookmark: _Toc48864257]Communication Skills
This skill permits individuals to understand the process of sending and receiving information. Peoples skills are divide in soft skills, which is the skills people need to be successful in work place (Doyle, 2020), for example: capable to work as team or be able to solve problems without other people’s help; and hard skills which are learned abilities gained from carer or life experience (Kagan, 2020), for example: as a career know how to work with different hoists after learning how to use it and repeat it many times. (Indeed, 2020)
3.3. [bookmark: _Toc48864258]Verbal Communication
Difference between written communication and oral communication:
· Written communication allows people to send messages by email (shown in Figure 6), letters, or documents. For example: this method can be very slow, because of the feedback and the transmission there can be many confusions when interpreting the message; literacy is needed and people have a chance to review what have been written. (Surbhi, 2015)  
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Figure 6 - Class activity

· Oral communication is when people convert ideas into spoken words. This type of communication can also be transmitted by phone, face to face, video call, etc. (Surbhi, 2015) For example, Figure 7, if Max used oral communication, it could be quicker to receive the message, less noise, which can affect the feedback and would help focus on just one task.
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Figure 7 - UWTSD 2020 ("Max the multitasker”, Published literature)

3.2. [bookmark: _Toc48864259]Non-Verbal
Communication can be non-verbal when people communicate without using words (Computers, 2020). This time of communication is divided in different aspects:
· Personal appearance which is how peoples looks can say a lot of their personality, which can see Figure 8, when Barry went to work with a dirty uniform on, his hands and hair were looking unpleasant.
· Kinesics is the body language, which allows people to see other people’s movement without thinking.
· Personal space is the distances between individuals during conversation, which allows to understand our close this people are.
· Time allows to understand how punctual the person is, for example: when an individual get into a work meeting in time is more probable to be seen as a responsible as serious person.
· Vocalic is the tone of voice used, for example: if someone speak to loud could mean angry person or if speak to low could mean shy person.
· [bookmark: _Hlk48835996]Haptics it is when people use touch to express feelings, for example a couple when holding hands. (Nordquist, 2020) (Computers, 2020) 
[image: A screenshot of a cell phone

Description automatically generated]
Figure 8 - UWTSD 2020 ("Barry”, Published literature)

3.3. [bookmark: _Toc48864260]Listening
In any effective communication, listening is a key to be successful, without this ability it is easy to people misunderstood the message given which would affect the feedback, Also be a good listener allows people to be more understandable in workplace and private lives because of fact bluing trust with others. (Lyon, 2017)
Listening skills is divided in 2 aspects:
· Active listening which is when people can listen to other individual or group and in same time make those people have been heard. A good listener use a nonverbal communication, which allows people to understand how is the others person emotionally, for example: eye contact or seat in front of the person who is talking, putting all devises distractions away; Also involve verbal communication, which is making good questions, for example: during the conversation make good questions and allows people to answer, show the sender that the other person is following the conversation, which can be seen on Figure 9 when Mark was talking to his chief, she was nodding her head showing understanding; or let the other person talk without interruptions; for example: Mark’s chief let him say all his complaints without interrupting him and let him express all concerns.[image: A screenshot of a cell phone

Description automatically generated]
Figure 9 - UWTSD 2020 ("A day with the chief”, Published literature)

· Empathetic listening is when people put themselves in the speakers position so to understand how those people feel, which means be genuine, for example: when a person ask themselves how would it be for them to be in other people’s situation. Being empathetic does not means showing to the speaker fully agreement or solve the problem. Pay attention to the nonverbal and verbal communication, because people normally express quicker by body language than verbally and some people say something but the face expression says another, for example: when someone looks sad but says their happy. (Lyon, 2020)
[bookmark: _Toc48864261]Consequences that may arise from poor communication
Poor communication can have a huge impact in work place, (Wells, 2017)  for example: when the carer given the medication forgets to sign the MAR chart, that unconscious action would make the following carer confused and unable to give the medication, because could cause overdose or miss an important medication, consequently affecting the productivity of work; or when two carers are moving and handling using a poor communication and their messages are not clear enough and consequently harm the resident.
[bookmark: _Toc48864262]Suggestion for improvements poor communication:
· Appropriate engaged Eye contact
· Be able to respect and accept other people’s ideas is a key to building the trust at any time of a relationship
· Be aware of body language because nonverbal communication often tells more than spoken words
· Being a good listener is important to show the speaker has been heard.
· Do not use devises during conversation with other people
· Do not talk over other people
· Tone of the voice
· Appearance is the first contact before people start to know each other
· Relax so the speaker can feel comfortable to express themselves 
· Be clear and objective in expressing ideas (Dose, 2018)

4. [bookmark: _Toc48864263][bookmark: _Hlk48846838]Conclusion
Considering to everything that is present in this article it is clear that communication is complex, but it can be learned, as people can recognize the various aspects that build the communication and looking to the work of those mentioned previously the humanity have discovered how those aspects effect passing on a message, as well as information on how to form successful messages. So in that way this makes communication a skill which can be teachable, so that means people can continue to learn and can carry on developing the ability to be more effective to more people over a life time of relating to others.
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MARIA and PEDRO

Pedro works on a building site and Mar

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 boots and coat and went into the kitchen.

“Maria, where are you?’ He said.

“Here — in the sitting room,” she s;

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, nol | thought you said when | come home I will see you in the kitchen!

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

: Whose Model of Communication explains how it could have been avoided?

i o <




image3.jpeg
Schramm Communication Model toolshero

/\

Encoder Decoder

Interpreter

\/

Interpreter

Decoder Encoder





image4.jpeg
Berlo’s Model of Communication

Communication
skills

Attitudes.

Knowledge

Social systom

Culture

Content

Eloments.

Treatment

Struoture

Code

toolshero

Decoderen

Hoaring Communication

skills
Secing Attitudes
Touching Knowledge

Smolling

Social systom

Tasting Culture





image5.jpeg
22:34 Cd & S - = a1l 94% M
COMMUNICATION - T..THE VILLAGE PEOPLE - Saved

= &z O & <

THE PROFESSOR and THE VILLAGE PEOPLE

Loy b. 7719

A Professor 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 village, screaming:

“The ed

e nt”

being consumed by a great conflagra
“The edifice is being consumed by a great conflagration!”

The village people looked at him and continued di

& what they were d;

3
“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 vil help the Professor? Because they did not understand h.
language as they did not educated people.

Q: What should he have done to get them to help him? I _think he should simple language.
Q: Whose model of communication do you think can explain this situation?

Q: why?
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Dear Miss Jean Bird
At Bubblebed we are committed to providing you with a great night’s sleep.

I recognise that you have faced a difficult period of uncertainty during lockdown about when you
can expect delivery. Thankfully, | am now able to offer you more positive news. | am sorry for the
delay you have faced and would like to extend my personal thanks for your patience and
understanding while we waited to emerge from this experience.

Your delivery date and how arrange any changes

We are pleased to let you know that your delivery has been booked for Tuesday, 14 July 2020. This
will be an in-home delivery to your room of choice, and we will also fulfil any assembly or recycling
services if you had these on your order.

This is the first date available for your delivery. Should this be unsuitable for any reason please can
you visit our online booking system at www.bubblebed.co.uk sign in and select a later available date
of choice.

What to expect during delivery

In order to protect the well-being of the delivery team, if we are delivering replacement items or
carrying out a disposal-and-recycling service, the goods to be bags we are sending out to you.

Our team will follow strict social-distancing guidelines and will be fully kitted out with personal
protective equipment. We will let you know what to expect, including how to expect, including how
to prepare any items to be collected, a few days or so before delivery.

If you have any concerns or any other question whatever, please contact us on live chat at
www.goo.Ip/Mijsdj (Monday to Friday, 9am to 5pm, Satuday 10am to 4pm) or on 0822 588 2719
(Monday to Friday, 9am to Spm)

We look forward to bringing you the great-night’s sleep you deserve and are overwhelmed by your
continued loyalty. Please keep safe and take care of yourself and your families.

Kind Regards
Ana Rosario

Head of Customer Services

] @] <




image7.jpeg
22330 ¥ & - el 94% M
MULTI-TASKING MAX - Saved

< s L B B <

MAX the MULTITASKER: A Case Study adapted from Quintanilla, K. M. & Wahl, 5T in Maund, A.. Shriek, M and Tinkler, A,
Certficate in Higher Education:Skils for the Workplace. London. ~Sage

Max was very good at planning and organising events such as weddings, birthdays and other anniversaries, so
he decided to start a business from his home where he received enquires and made bookings for clients. He
didn't have much money, so he did all the work by himself and depended on satisfied clients telling other
people about his services instead of paying for advertisements.

One such client was Tamara whose wedding Max had organised two years earlier. All the guests had had a
wonderful time, and some had even hired Max to plan various activities. Now, Tamara wanted Max to plan her
parents’ 50" Wedding anniversary for a hundred and fifty guests at a special venue, the Dorchester Plaza. Max
agreed, even though he was so busy that he found himself doing the jobs of secretary and receptionist by
answering the phones, taking bookings and phoning around to book various venues.

‘Why don’t you employ somebody to help you?”

“I can't afford it. My mother has an incurable illness and | must pay for her to stay in a nursing home. Also, her
medicines are extremely expensive’, said Max.

“Oh, 'm sorry to hear.’

Two weeks later, Tamara phoned him on his mobile as his landline was busy. When he answered, he told her
that he was on the phone to another client, but she said that all she wanted to do was to bring forward
the2q321 party to a week earlier as her father had to go into hospital on the date earlier agreed. Max said that
it wasn't a problem and they agreed on a new date.

When the day came, Tamara, her parents and their guests turned up at the hotel only to find that there was
another party in progress. They were all upset, and Tamara was crying as she phoned Max to find out what had
gone wrong. Max apologised and said how sorry he was but that he had forgotten to write the new date in his
diary because he had been talking to another client on the other phone and he couldn't afford to employ
anyone to help him. He said he could organise the party for her parents at half the cost any time after her
father came out of hospital, but Tamara was so angry and upset that said she would never trust him again and
she would tell all her friends what he had done. She called him a rude name and hung up.

Max tried to phone her many times after, but she didn’t answer.

1) What element of communication do you think was responsible for what happened?

2) How could it have been prevented?

3) Was Tamara right to behave in the way she did?
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CCOMMUNICATION: A CASE STUDY adapted from The University of lowa Food Safety Project

Case Study 1 — Barry and Communication Barriers: Effective Communication as a
Motivator

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.

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 years old. In addition, the employees come from
diverse cultural and ethnic backgrounds. For many, English is not their primary
language.

Barry is qualified food safety officer who 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. Eventually, most employees get food
safety training of a kind. The owners of the restaurant are supportive of Barry in his
food safety efforts because they know if the Health and Safety Inspector found
standards to be poor, their restaurant could go out of business. , the owners
note there are additional costs for training and making sure food is handled safely.

One day Barry rushes to get into work on time. He had been working on his car until
2 a.m. 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 rushed into the kitchen, he noticed several trays of uncooked meat on the
work tops. They appeared to have been sitting at room temperature for some time.
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.

Barry 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. All employees are given a thermometer
when they start so that they can assess the temperature of food. Hand sinks, soap,
and paper towels are available for employees so that they are encouraged to wash
their hands frequently.

Questions:
1. What are the communication challenges and barriers Barry faces?

2. What solutions might Barry consider in addressing each of these challenges and
barriers?
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A Day with the CI

Adapted from Quintanilla, K.M. and Wahi, ST. A Day with the Chief’ in Maund et al. Chapter 4.

As a reward for being the top salesman for his computer manufacturing company in London,

He had heard people describe Mrs. Brown as the ‘Wicked Witch of the West’
because of her rough way of speaking to people and her quickness at dismissing employees who do
not please her. They had also said that she never smiles, doesn’t make eye contact and doesn’t
people starting up a conversation.

Although Mark is excited to be going to California, he is nervous about meeting Mrs. Mills. He
doesn’t know what she would talk about or how she might treat him. After al just a salesman
and she is boss of a multinational corporation. She would obviously want to know about his sales
strategy and how he succeeds in convincing people to buy their computers. His friends at work had
said that she might even promote him!

He arrives in California and is taken from the airport by a company car to the company’s offices,
where he is met by Mrs. Brown’s secretary, who takes him in to see her. Mark’s mouth is dry, and he
is trembling as he enters the large office. He is shocked when he sees a small woman sitting behind a
large desk, smiling at him with friendly eyes. She stands up, shakes his hand and asks him if he had a
good flight. He nervously says that it was good, and he waited for her to invite him to sit.

“Would you like a cup of tea or coffee — maybe a glass of water?’ Asked Mrs. Brown.

‘Nothing just yet,” he stammered.

‘Please have a seat,” she said smiling. ‘I have been looking forward to meeting our top salesman.”

Mark smiled. Mrs. Brown was nothing like the witch they had said she was.

She asks him many questions about how he approaches his work and how he gets people to buy
their products. She also wants to know how the company fits in with his own professional goals. He
begins to feel more and more comfortable because these are things he knows and had rehearsed
over and over in his mind.

Mrs. Brown leans forward, listens and nods her head in understanding. Mark is now completely
relaxed, so he loosens his tie, crosses his legs and begins to tell her what he thinks is wrong with the
London office.

Mrs. Brown squinted her eves as she looked at him. Then she stood up and said in a gruff voice.

‘My secretary will show you out.”
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