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This assignment will focus on Communication. Firstly, the assignment will explore a well-known and quality communication cycle. The assignment will focus on each step that is needed to be taken within the communication cycle for communication to be effective. Secondly, the assignment will focus on an example of how the communication cycle is used within my own workplace. Thirdly, I will focus on my own personal communication skills and how they can be improved. This will also include two tables which will show what I need to do to improve on my communication skills, make my communication skills more successful and will show how I plan on making changes and making these changes successful. Lastly, the assignment will end with a conclusion.
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(Shannon and Weaver, 1949)

Skills you need (n.d.) state that communication is when information gets transferred from one place and on to another.  The above table shows Shannon-Weaver’s model of communication (Shannon and Weaver, 1949). The Shannon-Weaver model of communication is a very successful model which was originated back in 1948. The two people of which established this model were, Shannon, who was a mathematician and Weaver who was a scientist (Businesstopia, 2018).  Shannon and Weaver (1948) identify that there are key steps to follow to ensure that communication is beneficial. To help people understand the communication model, Shannon and Weaver put together a communication cycle. This cycle shows a step by step process of how communication works. Step 1- the source. The origin is the source of the communication which starts the communication cycle. A person or group will have a specific message that they wish to be received by another person. This will begin the communication cycle. Step 2- Encoder. The encoder must establish which format the communication message wants to take when being sent out. This format needs to be suitable for interpretation later. Step 3- Message. The specific message is a piece of information of which is being communicated from a person or group to another. Step 4- Channel. The channel is the way of which the information is used to be transmitted. The used channel must be suitable to transmit the message / information. This could be via electronic methods, written methods, or verbal etc. Step 5- Noise. Noise can be physically from a human, as in being said verbally. Noise must also be reduced for effective communication. Step 6- Decoder. The original message or information must be decoded from its original message into a message of which the that will be understood by the receiver. Step 7- Receiver.  The receiver at the end of the channel, must accept the message that has been sent out in order for communication to be successful.  Lastly, feedback. Feedback is very important to ensure that the message or information has been received and accurately interpreted. Feedback is also needed so that the source knows if the information has been communicated correctly for future reference and repeating the communication cycle. 

I work as a switchboard telephone operator within my local Hospital. In the switchboard department we deal with all external and internal calls within and outside of the hospital, and also deal with internal hospital emergencies. Communication is a vital part of my job role and is an essential skill for working within the switchboard department. Poor communication within switchboard can have a detrimental effect on the service we provide and can also have a detrimental effect on internal non-medical and medical emergencies within the hospital. The communication cycle is a beneficial cycle to ensure that communication is successful and beneficial. An example of how the communication cycle is used within my workplace is as follows. Step 1, the source, this could be a staff member wanting to pass a message on to a switchboard operator to put out an emergency call. Step 2, encoder, deciding on the format of which is best suited for the message to be interpreted. Step 3, message, the information being what ward the emergency is taking place on and what type of emergency team is needed. Step 4, channel, the route of the message being passed on verbally. Step 5, noise, the actual sound of what is being said by the staff member, background noise can be hard to keep at a low in emergency situations so it is vital that the staff member says the message loud and clearly. Step 6, Decoder, the message needs to be decoded into a form that the switchboard operator understands. Step 7, receiver, the switchboard operator as the receiver will receive and take in the message of which the staff member has sent out. Lastly, feedback, it is vital that switchboard operators give feedback if something negative or unclear was passed on to the switchboard operator by the staff member. These can sometimes seem like little flaws to comment on at times but, ensuring that people learn from small errors and the message is passed on clearly and precisely is vital.
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Indeed (2019) state that the way how you interact, act, react and speak in situations determines your communication style.  To help me asses my own personal communication skills within the workplace I used a communication questionnaire. The results of this questionnaire are provided in Appendix A – Mind tools communication quiz. The results of this questionnaire predicted that I have a passive communication style. Indeed (2019) identify that a passive communicator is usually a quiet individual. Indeed (2019) goes on to further say that passive communicators very rarely speak up in debates and do not express their opinions or needs. Passive communicators also find it hard to talk about their feelings which can make it difficult for co-workers to help with a problem or query and can often cause misunderstandings. There are several ways of identifying a passive communicator, these include poor eye contact, apologetic demeanour, poor posture, fidgeting and soft voice.  Indeed (2019) suggests that passive communicators should spend time on their communication skills.  Actions to help communication skills can be to communicate via email instead of face to face, this will help if the individual prefers to write instead of talking directly. Also, by having one to one personal meeting instead of group meetings can also help a passive communicator. Although the questionnaire predicted that I am a passive communicator I both disagree and agree with different parts of this result. I do not find it hard to speak up in debates and I always express my opinions and needs. I always ensure that everything is clear and correct so no misunderstandings can occur. I do agree with some parts of the result that I am a passive communicator. I agree that I often do have poor eye contact in some situations, situations in which I am not comfortable in, or situations of which the person I am communicating with is a person I do not know. I also agree with the information Indeed (2019) gives which explains how passive communicators can use different methods of communication to help build confidence and to help work on communication skills at a more personally adapted level. I much prefer to email than talk directly face to face, especially to people I do not know or are not that familiar with. I think most of the issues with my communication problems are a lot to do with me suffering from anxiety and low self-esteem. If I was to work on my anxiety levels also, I think my communication skills would be at a much better standard. 
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Gap Analysis

	Objective

	Current Position

	Deficiency

	Action


	What do I want to do?

	What can I already do?
	What am I lacking?
	How do I fix this?

	Have more confidence and control my anxiety



	I am confident in somethings.
	Confidence and making eye contact, poor anxiety.
	Confidence training and controlling my anxiety.

	Broaden my vocabulary
	I do already have good vocabulary.
	I am lacking a greater knowledge of vocabulary.
	Reading and practising greater vocabulary.

	Learn Welsh.
	I can speak basic Welsh
	I am lacking being fluent in Welsh.
	Welsh language course.
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PDP

	Objectives
	Tasks
	Success Criteria
	Time Frame
	Resources

	List your Goals
	What do you need to do to achieve these goals?
	How will you identify your success? 
	When do they need to be done by?
	Who or what do you need to help you?

	Gain more confidence to enable me to make better eye contact
	Gain confidence via confidence training, try to improve, and control my anxiety problems.
	On successfully getting my anxiety under control and by completing confidence training.
	2022
	Confidence training course, doctor, family.

	Have a better vocabulary
	By learning different words and vocabulary.
	On gaining a better vocabulary.
	2022
	Reading materials.

	Learn Welsh
	Learn Welsh via a Welsh language course.
	On becoming a fluent Welsh speaker.
	2022
	Welsh language course, tutor, workplace support.



Having accessed myself and completing the tables above, I have identified that there are certain areas I need to improve on to become a better communicator. The above tables show which areas I feel I need to improve on to become a better communicator. I feel that when I communicate with people face to face, I have less confidence and struggle to make eye contact. As I suffer with bad anxiety, I think this has a detrimental effect on my confidence and this leads to me making poor eye contact and coming across as nervous or maybe at times uninterested. I feel by making poor eye contact it can lead to people maybe feeling that I am uninterested in what they are saying to me, but this isn’t the case, sometimes when I feel nervous I try to rush conversations just so that I am out of the situation to help reduce my stress levels. I am aware that this is a massive issue for me, and I am working hard to resolve it. I also need to learn better vocabulary which will also give me greater knowledge, greater confidence and help me to be better spoken. I also feel that if I were to become a fluent Welsh speaker that it would dramatically improve my communication skills. Learning Welsh will also enable me to feel more confident which will result in me being a better communicator. All of this combined will enable me to gain more confidence and become a better communicator. I am aware of the steps I need to complete to ensure I become a better communicator and have set out goals which are achievable, and which I will be able to complete in a timely manner. 

To conclude, communication is a vital skill needed within the workplace. Shannon and Weaver made a communication cycle which is a seminal piece of work which is widely used within society and within the workplace. The communication cycle shows each step needed for communication to be successful. Communication is a vital skill needed within my workplace and the communication cycle proves that each step is as important as another. A mind tool communication quiz predicted that I am a passive communicator. At first, I disagreed with this result, but as I researched into what a passive communicator was, I changed my mind and agreed with some points and disagreed with other points. My own communication skills need to be worked on and I have established which areas I need to improve on. Setting up a plan of what I need to achieve and a time frame of when I want to achieve them by will give me motivation to achieve my goals and become a better communicator.
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Communication Style Questionnaire
This questionnaire s designed ta help you assess your preferred communication style.

Thinking about your behaviour at work, write a scare against each statement tarepresent which
besttypifies your behaviour where

4 =agree strongly, 3 = agree somewhat, 2 = disagree somewhat, and 1 = disagree strongly.

As with all questionnaires, the fevel of your honesty and self-awarenesswillimpact onthe
accuracy of the outcome...s0, betruthful to yourself!

1.1 expressmy opinionsin an honest and appropriate manner. 4

2.1 can get angry andlet this show. 4

3. Ifind it difficult to say o, 4

4. 11 donot agree with a task that myboss has given me, | find a way of dragging myfeet onit
1

5. 1 feel comfortablein asking for help from someone f they know more thanme. 3

6.1 feel guilty if | leave on time fora valid reason and other people are still working.4

7. I can be sarcastic. 4

I think my way of doing things is better than other people’s. 1
9. If someonetakes advantage of me,  find a way of eveningthe score. 2
10. 1 feell have aright to say no to other people’s requests andto negatiate a compromise. 3
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If1 am in alarge meeting | find | do not speak up. 3

like ta bein control of & situation. 4

I stare people down. 1

I make good eye contact with other people.3

IF1 am unsure about a task that | have been given, | findit uncomfortableto ask for help. 3

I talk about other people behindtheir backs, 1

When haveto deal with someonein authority, | findit difficult to look them directly in the
eye.d

1 am & good listenerand equally other people listenta what | haveto say. 3

Ratherthan confronting someane about an issue, | would rather give them the cold shoulder
or drop hints to other peoplethat | am not happy. 1

1 arm not afraid to be direct with someane, even ifthey think | am beingrude. 4
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To assess your preferred communication style, transferthe scores you have givento each statement

to the boxes below.
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Self-Assessment: Results

Thentatal each column downwards

Look at the column where your score s the highest.

This is the communication style you use most of thetime.
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Look at the column where your score s the highest.

This is the communication style you use most of thetime.
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