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[bookmark: _Toc40736170]What is Communication?

[bookmark: _Hlk40717265]If you were to look up the definition of communication, you will find a diverse array of answers for example, according to Pearson, J., & Nelson, P. (2000) it’s “the process of understanding and sharing meaning”. The Oxford Dictionary on the other hand express’s communication as the “imparting or exchanging of information by speaking, writing, or using some other medium” (Leigh-Hunt, N. 2016). 

[image: ]

[bookmark: _Hlk40303722]The etymology of "communication" is derived from the Latin word "communis," which means "common" Weekley, E. (1967) and it includes all human communications. interaction. Academics who study communication investigate the human element and its effectiveness. As such it is a characteristic of human nature to interact with one and another as individuals or as groups on a social basis” (Velentzas et al. 2010)

[bookmark: _Toc40736171]Why do we communicate?

[bookmark: _Hlk40376773]The Irish playwright, George Bernard Shaw, said: “The single biggest problem in communication is the illusion that it has taken place.”

So, what are reasons to communicate; Here are some examples; 

· guides your way of thinking
· helps how you learn 
· epitomises you and your employer 
· enables people to receive different business information
· is a core management skill
· skills are a desirable trait for business and industry;


[bookmark: _Toc40736172]Forms of Communication

According to Bremmer (2006), “the words we choose when we speak are said to be based on three factors: the social distance between the speaker and listener, the relative power of the speaker, and the degree of imposition he/she is making”. How we do this comes in many forms and, basically, there are;
Verbal communication: manifests itself when two people converse and tune in as to what the other has to say.
Non-verbal communication: referred to as body language. Because it involves using the body and appearance to communicate. For example, paralinguistic (the study of vocal signals beyond the verbal message) a non-verbal communication conduit that is always constant. Research shows that nearly half of all meaning in a message is nonverbal; but nonverbal communication can convey the entire message (DuBrin, 2000)
Other forms of communication include visual, extra personal, intrapersonal, organisational, and mass communication.

[bookmark: _Toc40736173]The Communication Cycle
[image: ]
Now that communication has been defined, then what is the communication cycle?
The Communication cycle is a way in which you can measure the effectiveness of intercommunication. Choosing the right methodology of delivery will expedite its effectiveness. Different interpretations of the cycle may include different stages and terminology, but most agree on the basic elements.


[bookmark: _Toc40736174]The Sender
The source creates and sends the message. The first stage is determining the [image: ]message. The second stage concerns encoding the message by choosing just the correct delivery to convey the intended meaning. The third step is to present or send the information to the receiver. Finally, the response or feedback from the recipient.

[bookmark: _Toc40736175]The Message
“The message is the stimulus or meaning produced by the source for the receiver or audience.” (McLean, 2005) This consists of the words chosen, the way they are constructed, the way it’s conveyed, and context.

[bookmark: _Toc40736176]The Channel
[image: Word cloud with 'COMMUNICATIO' in the middle and surrounded by other related words]“The channel is the way in which a message or messages travel between source and receiver.” (McLean, 2005). The sender transmits the encoded message through a media channel such as telephone e-mail etc. to the receiver. 











The channel directly affects the quality of communication. Research by Richard Daft and Robert Lengel (1996) found that channels differ in their capacity to convey information and some are more effective than others. This is bi-directional.
[image: ]










[bookmark: _Toc40736177]The Receiver
“The receiver receives the message from the source, analysing and interpreting the message in ways both intended and unintended by the source.” (McLean, 2005). The receiver tries to interpret the message by decoding its content and take into account previous experience when doing so. 
[bookmark: _Toc40736178]The Feedback
A response to a message constitutes giving feedback. According to Mehrabian & Weiner (1967), “feedback is composed of messages the receiver sends back to the sender. Therefore, feedback is the manner and degree to which a receiver responds to a message”.
[image: ]As the amount of feedback increases, the accuracy of communication also increases (Leavitt & Mueller, 1951). 
From a systems theory perspective, Bertalanffy (Bertalanffy, 1972) considered feedback is crucial for individual and group growth and performance. Applied to enhance effectiveness to garner constructive feedback.
Therefore, soliciting and correctly interpreting feedback is key to enhancing the effectiveness of communication. Without feedback, you cannot improve the way that you communicate your message
[bookmark: _Toc40736179]The Environment
“The environment is the atmosphere, physical and psychological, where you send and receive messages.” (McLean, 2005). Simply put; your surroundings. This may include people, animals, and technology.
[bookmark: _Toc40566600][bookmark: _Toc40617889][bookmark: _Toc40647441][bookmark: _Toc40650874][bookmark: _Toc40650971][bookmark: _Toc40736180][image: ]The Context
 “The context of the communication interaction involves the setting, scene, and expectations of the individuals involved.” (McLean, 2005).

[bookmark: _Toc40736181]The Interference
Interference, also called noise, can come from any source. “Interference is anything that blocks or changes the source’s intended meaning of the message.” (McLean, 2005) [image: ]Key takeaway
Sending an email is not communication; it’s simply sending a message. For communication to ensue, the sender must solicit and receive a response. This completes cycle. By effectively managing the cycle, you are able to develop conversations that successfully maintain the cyclical nature of communication.
However, some behavioural scientists argue that communication conflict has a beneficial outcome for communication to perform effectively (Robbins, 2003).
[bookmark: _Toc40736182]Communication Models
	
According to 2Communication models are representations of the process which helps in understanding how communication works”.
Over time, the field of communication has morphed but one abiding factor that binds them all is Shannon’s classic Model of Communication (1948). Chapter after chapter has been written as an introduction in published literature, such as Adler, (1991) and Wood, (2002). Figure 1 provides, a breakdown of the flow of a message from source to destination and in doing so, provided, a general model of the communication.
[image: ]
Fig. 1 – Shannon and Weaver’s Model of Communication (1949)

[bookmark: _Toc40736183]Shannon and Weaver’s Model of the Communication Process

Shannon-Weaver model (1949) is typical of what is often referred to as a transmission type of communication. Ellis and McClintock (1990) describe this as “a linear, one-way process in which a sender intentionally transmits a message to a receiver” the elements of which can be found in Figure 1.
[bookmark: _Toc40736184]Critique

Shannon and Weaver’s model of communication is considered by some in the field as incomplete because it serves to show the flow of information that is better suited through a channel. An example of this would be the telephone. 
[image: ]In the real world, messages can be stored in the cloud and accessed from any location and by anyone and therefore communication is often unidirectional and indirect.
This was addressed in Katz's intermediary model of communication (Katz, E. 1957). It’s focal point, mass communication, and the role of intermediaries in the communication process. There are, however, many intermediary roles (Foulger, 2002a) associated with the communication.


[bookmark: _Toc40736185]Types of Communication Models

[image: Berlo's Communication Model - Leverage Edu]There are three types of communication models in which all other communication models mainly fall under. 
The first Linear model, examples of which are Shannon and Weaver and Berlo’s S-M-R-C Models (Fig. 1). These are simple one-way communication model with no concept of feedback. 
                                           Fig 2 - Berlo’s SMCR model of communication
With the Transactional Model of Communication, senders and receivers both are known as communicators and both play an equally important role in communication. They are current, have context, and adopt non-verbal feedback. 
Models that adhere to this model type are:
· Barnlund’s Transactional Model (1970)
· Frank Dance Helical Model (1967)
· Becker’s Mosaic Model (1968)
[image: See the source image]







Fig 3. Transactional Model of Communication

Furthermore, transaction models differ from others in the application, the role of the sender and receiver, and context (Barnlund, 1970).
Interactive Model of Communication is similar to a transactional model. However, it’s best suited for modern mass media. A proponent of this type is Schramm’s Interactive Model (1954). Both sender and receiver alternate positions and garner a greater understanding through b-directional feedback,
[image: OSGOOD- SCHRAMM MODEL OF COMMUNICATION]
Fig 4. Schramm’s Interactive Model 

However, this model is not perfect as it does not give credit to the receiver A transactional model developed to balance this shortcoming is Watzlawick, Beavin, and Jackson’s (1967) model.
[bookmark: _Toc40736186]In short

Communication models are not accommodating enough to grasp all that takes place in communication. But they can help examine the steps in the process to better understand communication and in doing so we can use them for enhancing effective communication.
[bookmark: _Toc40736187]Barriers to Communication
[image: ]
Personal Barriers relate to the factors that are personal to the sender and receiver and act as a hindrance in the communication process. 
Whereas, organisational barriers refer to the impediment in the flow of information among the employees.
[bookmark: _Toc40736188]Noise and Misunderstanding

Noise sometimes known as interference refers to anything that interferes with the communication process between a sender and receiver. It can be both external or internal and it can disrupt communication at any point or anything that affects successful communication. Noise is a barrier to effective communication (Shannon, C. E 1998)
[image: ]Types of noise include, physiological, physical, psychological, and sematic (interpretation).
Understanding how misunderstanding arises arms us with the knowledge to counter it. 
Causes for misunderstanding are explicit or implicit communication, written or verbal, competitive conversations, negative bias, poor listening, and speaking skills, misaligned jargon and mental models – a different interpretation of what is said
Identifying the culprit can help avoid errors in any organisation.
According to Susan Washburn (2008), miscommunication can lead to conflict, loss of productivity, inefficiency, missed opportunities, and unmet objectives.
[bookmark: _Toc40736189]Barriers to effective communication and the way forward

So, what is effective communication? “Effective communication occurs when the desired effect is the result of intentional or unintentional information sharing, which is interpreted between multiple entities and acted on in the desired way”. Velentzas, John. (2014). By understanding the steps in the communication process, it propagates effective communication.
Factors that hinder effective communication include language, physical barriers, noise, information overload, using technical language, emotional bond between sender and receiver, too many intermediaries, the inconsistency of message and generational conflict (Zemke et al., 2000).
Ways of improving effective communication include active listening, study and understand non-verbal communication, be aware of cultural differences, learn the 7 C’s of Communication (Mulder, P 2013), and finally question skills. Here, “managers and employees should identify possible reasons why someone might be asking questions rather than jumping to the wrong conclusions” (Deal, 2007).
[image: See the source image]Being effective involves knowing how to avoid miscommunication by taking responsibility in the communication process to ensure proper understanding.



[bookmark: _Toc40736190]The practicalities of effective communication in the workplace 

What Is workplace communication? 
[bookmark: _Hlk40634630]“Exchanging information and ideas, both verbal and non-verbal between one person/group and another person/group within an organization is called workplace communication. It includes e-mails, text messages, notes, calls, etc. Effective communication is critical in getting the job done, as well as building a sense of trust and increasing the productivity of employees”. (Faizal, F. 2019) 
Today, business success depends on effective communication. (Kristina L. Guo and Yesenia Sanchez. 2005). It is critical for productivity, positive workplace relationships, and the expansion and success of the business.
At LS Wholesale Ltd, my employers, there are many barriers to effective communication. Primarily, they consist of language and cultural indifferences. The workforce consists of a diaspora of people from different ethnic backgrounds that use different languages and cultural norms. For many English is not their first language both spoken or written. Though Bengali is the primary language for many, differences in regional dialect make comprehension difficult.
In this scenario “the intent of the sender can be different from the understanding of the receiver” (Schermerhorn, Hunt, & Osborn, 2007).
[image: ]In this maelstrom giving and following instructions do not follow the linear model of communication. It is an amalgamation of transactional and transmission model types as communication is omnidirectional and, non-verbal methods as paralinguistic communication utilised frequently. This has its flaws though. Statistics show that 257% of employees report not being given clear directions and 69% of managers’ report feeling uncomfortable communicating with the employees in general” Solomon, L. (2016). The company has invested in English lessons to alleviate this barrier and improve the level of communication.



[bookmark: _Toc40736191]Assessing own communication skills

According to the Business Dictionary, communication skills are “the ability to convey information to another effectively and efficiently. Business managers with good verbal, non-verbal, and written communication skills help facilitate the sharing of information between people within a company for its commercial benefit”. To this end, I have outlined my skills through the assessment of a S.W.O.T analysis, a Gaps analysis and a personal development plan. The methodology; the completion of several questionnaires (see Appendix A) to ascertain my communication skill level. I have attached the S.W.O.T analysis, the GAP analysis, and the Personal development plan in Appendices B, C, and D to demonstrate this. 
[bookmark: _Toc40736192]Conclusion

The communication process involves understanding, sharing, and meaning, and it consists of essential elements. This, in turn, has led to communication models that are the fundamental building block and instructive tools for this process.
Furthermore, communication is a key aspect in the success of any organisation. As such, managers should be highly effective communicators using the correct channel and negate any barriers to effective communication.
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STRENGTHS

· Written communication 
· Willing to educate
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· Self-critical
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OPPORTUNITIES

· Further learning development techniques such as conversation classes or workshops through Microsoft Teams and WhatsApp groups

· Education and research
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THREATS

· Boredom
· Distance learning
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	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?

	
Be better at PowerPoint presentations




	Have some understand of using PowerPoint to create slides
	Full knowledge and the workings of PowerPoint software
	Read user guides and access online tutorials and videos

	
Learn to be better at critical thinking
	Have a reasonable level of research skills
	Lack an analytical mindset to understand all that I research 
	Work alongside peers with capabilities and gain experience from them

	
Improve speaking skills
	Have a limited level of speaking skills
	Lack of practice opportunities and confidence building chances
	Practice, practice and practice. Ask for feedback.


	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?

	Learn to use PowerPoint software like an expert 
	Obtain PowerPoint software and sign up to an online course that teaches PowerPoint use
	When I complete the course and gain qualification
	30th Sept 2020
	Software and online course

	Need to master critical thinking
	Continually do course modules and practice research and analysis
	Improvements in module grades and positive feedback
	30th June 2020
	Access to Level 4, 5 and 6 education

	To be fluent in speaking skills
	Practice, practice and practice. Ask for feedback.
	When peer feedback shows that my speaking skills are on the same level of a professional speaker.
	30th June 2020
	Access to Level 4, 5 and 6 education and opportunities to practice e.g. workshops. Lectures and public speaking events 
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[bookmark: _Toc40736199]Skills You Need Communication Quiz results	
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abdur.rahim@hotmail.co.uk


From: Skills You Need <hello@skillsyouneed.com>
Sent: 16 May 2020 13:52
To: abdur.rahim@hotmail.co.uk
Subject: SkillsYouNeed | Interpersonal Skills Self-Assessment your  results.


  


 


  


Interpersonal Skills Self-Assessment Results 


Hello Abdur 


Thanks for completing the SkillsYouNeed Interpersonal Skills Self-Assessment. 


Your overall score was: 65% 


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: 50% (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 Intelligence 


Your score: 72% (Above Average) 
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Your score for the emotional intelligence part of the assessment was above 
average. Emotional intelligence is a measure of how well you understand and deal with 
your emotions and the emotions of others. As you have scored well in this section it is 
likely that you usually understand your emotions and those of others quite well.  A higher 
emotional intelligence means that you are more likely to enjoy a more satisfying and 
successful career and better relationships with others. You may be more suited than 
most to counsel people when they are experiencing problems. 


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


 


Verbal Communication 


Your score: 55% (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: 76% (Above Average) 


You usually communicate well in a group situation and your skills in this area are above 
average. You are probably quite a confident person who feels comfortable making 
appropriate contributions in group settings. Although how you behave in a group situation 
is linked to your self-esteem, your ability to listen and process information and speak 
effectively are also important. You may find it useful to watch others the next time you 
are in a group situation for ideas on how you can improve your communication skills 
further. 


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


  


Get the Interpersonal Skills Self-Assessment as an eBook, part of our series: 


The Skills You Need Guide to Interpersonal Skills 
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Find us on Facebook and Twitter 


© 2019 SkillsYouNeed.com 
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