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Introduction
Being able to communicate effectively is one of the most important life skills to learn. Effective communication is an important aspect within any organisation. It is essential for individuals to understand the basic functions of the communication cycle, in order to ensure messages are delivered appropriately and correctly.
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Relevance of the communication Cycle
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The most popular and influential formal model of communication was developed in 1949 by Claude Shannon and Warren Weaver. Their objective was to discover a technique in which the channels of communication could be used most efficiently. The model consists of six key concepts: sender, encoder, channel, noise, decoder, and receiver. To start a communication process, there needs to be a source that can encode a message and transmit it through a channel. Once received, the message can then be decoded and interpreted. In 1960 the model was expanded by David Berlo, who introduced the SMRC communication model and defined it with clearer descriptions. 
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(Shannon and Weaver, 1949)



As a manager, it is vital that communication is effective amongst the workplace. They need to ensure that the sender, whether that being themselves or someone they have delegated to, is capable to pass on accurate and clear information to the rest of the team. An understanding of the communication cycle enables management to provide their team with effective methods of communication and ensures maximum productivity and clarity within the workplace.  
The various ways in which a message is sent (the communication channel) is also an important aspect of the communication cycle. Some of the best ways to convey a message is to deliver it verbally such as face-to-face meetings, telephone, and video conferencing, especially when a response is needed promptly. Written communication such as emailing, letters and reports are also effective when delivered correctly. When a message is misunderstood by the receiver, it creates confusion and can lead to poor workplace performance and mistakes. Furthermore, if a message is not received at all, it can decrease productivity and efficiency, resulting in work not getting done.
A reason for these mistakes could be due to noise. Noise refers to anything that interferes with the communication process between the sender and the receiver. This can include physical noise such as background noise on the telephone and poor signal. Another example of interference could be personal noise such as an individual’s accent or use of specialist language that the receiver will not be able to understand. Personal beliefs and defensive feelings can also interfere with communication. Whilst it is possible to reduce or remove physical noise, personal noise can be more difficult to overcome within the workplace. Some ways to remove noise could be for the sender and the receiver to change their method of oral communication or by identifying background noise and considering whether its removal is practical.  

The importance of appropriate tone and language in management communications 

Appropriate body language is also an important aspect in delivering clear messages within the workplace. Professor Albert Mehrabian studied the importance of non-verbal communication in the 1970’s. He developed a communication model that demonstrates how only 7% of communication consists of the literal content of the message, and an individuals voice, such as tone and volume can take up to 38% and the remaining 55% is made up with body language. 
It is essential for managers to have good body language and the right tone of voice when communicating to team members within the workplace. Good eye contact, facial expressions, and hand gestures demonstrate a level of engagement and team members feel like they are working together, rather than being told what to do, resulting in higher employee morale. Certain tones can be used to express the importance of a task or deadline and creates an urgency to get the work done. This has to be done in a professional and confident manner, If the tone is stern and forceful, it can cause team members to panic and feel under pressure. Managers also need to use appropriate language within the workplace and refrain from using slang. Language that is acceptable to one person could be interpreted as unacceptable by another. 



Verbal and written communication methods within own organisation.

Verbal communication is vital within my organisation. Face to face communication is the most effective method to pass on information efficiently and correctly amongst both staff and clients. Directions are understood and the team know what is expected from them. If there is any confusion, face to face communication allows team members to address their concerns and allows management to quickly resolve problems. Within the salon, staff are expected to speak professionally and friendly and apply the KISS principle (Keep It Simple and Straightforward) amongst colleagues, managers, and clients. 
Other effective methods of communication used within the salon is the telephone and email. Both of these methods eliminate the importance of body language, so the delivery of the message will be interpreted by the tone of voice on the telephone, and the choice of wording and language used for written communication by email. Having these methods in place promotes productivity and efficiency within the workplace.
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To lead an effective team, an aspiring manager needs to develop a good set of communication skills. These skills include speaking, listening, writing, reading and is the criteria in which a manager needs to constantly assess, to ensure that they are delivering effective communication within the workplace. 
The following criteria can be used to assess one’s own communication skills:
Criteria 1: Speaking – Verbal communication is important in any workplace. Speech should be clear, and the tone of voice should be appropriate. Language must be considered as well as precise vocabulary. The speaker must be able to deliver a message confidently and correctly.
Criteria 2: Listening – This criterion evaluates one’s own ability to decode and interpret a message correctly. Listening is a significant part of the communication cycle and is essential in delivering effective communication.
Criteria 3: Writing - When constructing text messages, emails, reports or memos, it is important to use appropriate language and deliver good spelling, grammar, and punctuation. Messages should be clear and to the point to avoid misinterpretation.  
Criteria 4: Reading – It is important to read information accurately in order to fully understand the message being received. Reading can enable an individual to better understand complex messages that are difficult to explain verbally. 


Feedback on own verbal and written communication skills.
 
After completing an interpersonal skills self-assessment online, (results shown in Appendix A) I discovered that my overall communication skills are about average, when compared to other people. I have the basic grasp of interpersonal skills, but there is improvement needed. 
My highest rated skills are, listening, scoring at 67% above average, and verbal communication scoring at 61% average. I agree with these results and believe that they are my most practiced skills. Within my organisation I am required to speak face to face with clients and colleagues on a daily basis. These frequent interactions have led me to develop effective speaking skills such as, the use of professional language with management, awareness of voice tone when making telephone calls and the choice of words used when talking with clients of a different background.
My lowest rated skill is communicating in groups, scoring at 36% below average, and needing improvement. Although confident within my team at my place of work, I find that when I am put in a new environment with new team members and faced with an unfamiliar task, I lack confidence and the ability to put forward my thoughts and ideas. 

Evaluation of own communication skills required at management level.

It is important for managers to continuously assess the effectiveness of their communication skills within the workplace. This will ensure that all points in the communication cycle are considered.

To evaluate own communication skills, I used gap analysis to compare current performance with desired performance and identified three areas for personal development and improvement. The first improvement needed, is to gain confidence when speaking in groups. As an inspiring manager it is important to communicate with staff clearly, so that the message is understood. This is a weakness within my ability to communicate effectively, as I often feel uncomfortable to share opinions and ideas within a group due to fear of rejection. Another development is to listen more effectively and present feedback to others. A manager is required to give feedback to employees to enable them to improve their skills and overall performance within the workplace. By asking open ended questions, taking notes, and learning about how to deliver different types of feedback, I hope to improve this weakness.  

My Gap analysis is presented below:
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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?

	
Speak confidently in groups




	· Communicate with colleagues and fellow students and ask appropriate questions
	· Confidence
· The ability to voice my opinion if my views are different from those in the  group
 
	· Practice speaking with friends and family
· Speak in front of a mirror
· Be well prepared and know what to talk about

	Listen effectively and present feedback to others
	· Give full attention to those speaking
· Reflect on the message to a certain degree
· Ask appropriate questions when needed 
	· The ability to focus on what is said, without judging the content first
·  To ask probing questions.

	· Ask open ended questions
·  Request clarification
· Summarize what has been said

	Develop awareness of body language 
	· Read signals and emotions well
· Good eye contact
· Reflect feelings

	· Can sometimes misinterpret an individual’s body language
· Slouching posture when listening
	· Pay attention and develop awareness of posture 
· Look at signals as a group rather than focus on a single action.
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I also produced a personal development plan to help overcome weaknesses and build on strengths that are needed to deliver effective communication skills as a manager. 
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?

	Deliver a presentation confidently 
	· Plan accordingly 
· Practice speech and verbal communication skills
	· Receiving feedback from fellow students and tutor
· Self-evaluation
	14-05-2020 -Completed 
	· Presentation guidelines
· Help from tutor
· Encouragement from fellow students

	Partake in group discussions and share thoughts
	· Attend online sessions with the university
· Get involved in conversations with fellow students on Watsapp
	· Referring to gap analysis and PDP
· Self-evaluation
· Feedback from peers 
	By the end of the course
	· Microsoft teams
· Watsapp
· Emailing

	Get more training
	· Complete skills for the workplace course
· Practice public speaking to improve communication skills
	· Feedback from tutor
· Feedback from management within my organisation
	By the end of the course
	· Get involved with group projects
· Deliver more presentations
· Skills for the workplace course



By evaluating own skills and identifying strengths and weaknesses, I am able to develop effective communication for the workplace and eventually progress towards management level and lead a team confidently and efficiently. 



Conclusion

In conclusion, communication is a crucial part in managing a team effectively and the fundamental key to a successful organisation. Effective communication is all about getting a message across clearly and efficiently, and when the elements of the communication cycle are considered the results are beneficial. 


[bookmark: _Toc9181650]References 

Albert Mehrabian -  toolshero. 2020. What Is The Communication Model By Albert Mehrabian | Toolshero. [online] Available at: <https://www.toolshero.com/communication-skills/communication-model-mehrabian/> [Accessed 24 May 2020].

Berlo’s model of communication -  toolshero. 2020. Berlo's SMCR Model Of Communication, A Classic Model | Toolshero. [online] Available at: <https://www.toolshero.com/communication-skills/berlos-smcr-model-of-communication/> [Accessed 24 May 2020].

Blenkinsop, P. (2010) The Communication Cycle. [online] Available at: http://manyana-education.blogspot.com/2010/10/communication-cycle.html Accessed: 15.05.19


MindTools (2019) How good are your communication skills? [online] Available at: https://www.mindtools.com/pages/article/newCS_99.htm  Accessed: 15.05.19

Shannon, C. and Weaver, W. (1949) The Mathematical Theory of Communication. Urbana: University of Illinois Press. 

Skills You Need (2019) Interpersonal Skills Self-Assessment.  [online] Available at: https://www.skillsyouneed.com/ls/index.php/343479  Accessed: 15.05.19










[bookmark: _Toc9181651]Appendix A

[bookmark: _Toc9181652]Skills You Need Communication Quiz

[image: ]


[image: ]




image3.jpg
Your overall score was: 55%

Based on the answers you provided your interpersonal skills are about
average - compared to other people. Although you have a basic grasp of
the key interpersonal skills, there is still a lot you can do to improve them
further. Spend some time practising and developing your interpersonal
skills to enhance your relationships with others further.

Listening Skills

Your score: 67% (Average)
(You rated your listening skills as: Above Average)

Based on the answers you provided your listening skills are average. You may
have picked up some bad listening habits or never previously thought about the
active processes involved in effective listening. Although your listening skills are
OK, you should think about developing them further by consciously practising
effective and active listening.

See our pages: Listening Skills and Active Listening for more on developing
listening skills.

Emotional Intellig

Your score: 60% (Average)

You achieved an average score for the emotional intelligence part of the
assessment. Emotional intelligence is a measure of how well you understand and
deal with your emotions and the emotions of others. Developing a better
awareness of emotions and understanding why you and others behave in certain
ways will enhance your interpersonal skills. It is worth taking some time to
understand and improve your emotional intelligence as it could be the most
important aspect of personal development. Research has shown that people
with higher emotional intelligence enjoy more satisfying and successful careers
and relationships.

See our pages: Emotional Intelligence and Counselling Skills for more
information.
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Verbal Communication

Your score: 61% (Average)
(You rated your verbal communication skills as: Average)

Your verbal or spoken communication is average, most people fall into this
category. As with all elements of interpersonal skills you should aim to work on
improving your ability to communicate effectively using your voice - saying the
right things at the right times to enhance the communication process. When you
speak to others take time to think about what you are saying and how you are
saying it - remember that understanding is the goal of successful
communication, how could you improve your message?

See our pages: Verbal Communication and Effective Speaking for more
information.

Communicating in Groups

Your score: 36% (Below Average)

Based on the answers you provided you are not particularly confident about
communicating in group situations and your score is below average. In most
careers, and while at school or university, there will be occasions when you need
to participate effectively in a group situation. When possible, you should work on
building your confidence around other people, and practise communicating in
social and family settings. You may find that working on your verbal
communication and listening skills will also help to boost your confidence.

See our pages: Group Cohesiveness and Self-Esteem for more information.
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