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[bookmark: _Toc510038337]Executive Summary
This report is on communication skills. The report has been developed with the identification of workplace issue related to the communication skills and its solution. There has also been included understanding of communication and its development, interpersonal communication and skills under this communication, understanding written communication and its formats and structures. The strategies for the improvement of clarity of expression, syntax and punctuation have been included also. Later on, the presentation formats and structure and use of visual and electronic resources in communicating with audience has been discussed. 
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[bookmark: _Toc510038338]Introduction
Communication refers to the exchange of information between two or more people by speaking, writing, listening or other media of communication (Adair, 2009). One must have good communication skill to work with others in the organization to express their ideas and feeling to make other people understand. So, effective communication is so much important in the workplace. 
[bookmark: _Toc510038339]Identification of workplace issue
I work in NHS Princess Royal Hospital as a care taker. I am responsible to look after the patients in hospital and respond to their needs. It is my duty to keep the information of all the patients and communicate and monitor them closely to know about their necessaries and manage services for them when they need. During my job, I am noticing that some of the patients cannot understand what I tell them. I tend to have to repeat everything to make them to ensure they understand. As I am almost new here in the hospital to serve the patients, I am not an expert in how to communicate with these patients. In this respect, I have found out my problems in communicating with them. My communication skills are good but could definitely be improved as I become more familiar within this job role I am confident my communication skills will improve.
[bookmark: _Toc510038340]Solving identified issue
The issue in my workplace is related to the communication. To solve the issue, I have to improve my communication skills in order to serve the patients as their demands and needs. I will involve in improving my communication skills, interpersonal communication skills such as body language, active listening, personal presentation and context awareness, written communication skills, improving clarity of expression, improve presentation skills and also learn the use of visual and electronic resources to communicate with audience.  After doing all properly, I think I can be able to make the patients understand me well.  



[bookmark: _Toc510038341]Understanding communication
Communication can be referred as the process to reach to the mutual understanding where the speakers and listeners not only share ideas, information, news or feelings but also involve in making and sharing the meaning (Hasson, 2012). In other word, communication is considered to be a media of connecting people. So, information is sent and received between two or more people through communication. 
[bookmark: _Toc510038342]Development of good communication 
Development of communication skills is a must. For developing the good communication in the workplace, five steps can be very effective to achieve remarkable communication results (Grunig, 2013). These five steps include stop, observe, listen, adjust, and respond. With the help of five steps, I will be able improve my communication. 
At the stop step, the reaction should be slowed down to understand the talk well and to respond to the exact hearing rather than creating bigger reaction. So the thoughtful response can strengthen the communication (Grunig, 2013). 
After stopping the sudden reaction, the actual-fact should be observed; what the facts are and its objectives and what are observable. By this, complete image of fact can be achieved and then response should be accordingly. 
After the observation, the actual-fact should be listen; what the people are really saying, their expressing emotions etc. The actual happenings are to be listened from here. 
At the adjust step, the foundation of the response to the fact is created. Based on the observed and listened things, the response should be given. The response should be accurate and to the point (Jensen, 2013). 
After all, at the response step, the response should be thoughtful and careful considering the body language and tone of voice. Then there is good communication between the speakers and the listeners. 
So, in my workplace, I will slow down my reaction listening to the facts and will try to observe what they are trying to say. Then I will listen to the matter very carefully and prepare my response accordingly and respond to them carefully and thoughtfully. 
[bookmark: _Toc510038343]Understanding interpersonal communication
Interpersonal communication refers to the process of exchanging feelings, information through the means of verbal and non-verbal message. Thus, it is considered as the face-to-face communication. In interpersonal communication, both what is said and how it is said is included (Jensen, 2013). The non-verbal information can be exchanged with the help of tone of voice, gestures, facial expressions and also body language. 
[bookmark: _Toc510038344]Skills under interpersonal communication
Body language: it is one kind of non-verbal communication where the physical behaviors are used to convey or express information (Locker and Kaczmarek, 2009). Physical behavior includes body posture, facial expression, eye movement and also the gestures. In this communication, words are not pronounced. Body language is important because it helps expressing the feelings. I need to improve my body language in order to let the patients understand my feelings. 
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Figure: Body Language 
Active listening:  it is the skill that can be achieved by more and more practice. It is concerned with the full concentration of the listeners to the speech of speakers rather than just hearing the speech passively (Browell, 2015). It requires all senses and full attention of someone to the speaker. So, I need to hear the patients attentively and hear everything they tell me. 
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Figure: Active Listening 
Personal Presentation: it is about marketing own self as a brand. The speeches of the speaker influence the opinion of other and it is about painting own self as positive as possible (Bradbury, 2006). As the patients do not understand me well because of my poor personal presentation, I have to improve it by regular practice and following great speakers. 
Context awareness: besides these, I need to be aware of the context in my workplace. I need emphasize on what the patients want from me. 
[bookmark: _Toc510038345]Understanding written communication
Written communication is now very common and very important communication. It is done with the help of written media such as papers, memos, reports etc. It usually requires more efforts and thoughts. The speech which is written needs to be concise and informative (Locker and Kaczmarek, 2009). It has now been a significant media of communication. 
[bookmark: _Toc510038346]Written communication formats and structure
To have a proper and effective communication, some formats and structures must be followed. Otherwise it may not be effective. 
Elements of written communication
Structure: it refers to the way how the content laid out. In written communication, the structure of the writing should be attractive. 
Style: it is the way the content is written. The contents are decorated in very decorated frame. 
Content: it is the information that is written. 
Formats and structure of written communication
Clarifying thoughts and purpose: it is more important to define and think of what will be written. The thoughts and purpose of writing are to be clear and specific. 
Identifying key points, facts and themes: then the main points, facts and themes are to be included and this the main body of the contents which is being written about. 
Deciding on logical order: all the contents and information should be written in logical orders.
Composing strong introduction and ending: at the beginning, there should be included a positive impression for the readers to make them interested to read and at the end, there should be a strong and impressive conclusion to make the readers happy. 
Use of short paragraphs and sentence: use of short paragraphs make the readers more interested rather than long paragraphs. The important points are to be given at within the opening of each first paragraph. 
Helping key points to stand out: headings, sub-headings are to be added in the content in order that the readers can scan the message quickly. 
It is important I learn these formats and structures of written communication whenever I need to involve in written communication with the patients. 






[bookmark: _Toc510038347]Strategies for the improvement of clarity of expression, grammar, syntax and punctuation
Strategies for the improvement of clarity of expression
· At the time of expressing ideas, simple and easy words are to be used in order that it cannot be barrier to the speakers to deliver his speech and the listeners can understand the content (Macaro, 2006). 
· The speaker needs to think of earlier what he is going say. It will help him to speak clearly.
· There goes a proverb “Practice makes a perfect”. So, to express something in the public, the speaker needs practice as much as he can. It will remove fairs and make him confident. 
· Great speakers express their speech very confidently. So the great speakers can be followed to make own self-confident in expressing speech clearly (Oxford, 2016). 
· Speakers need to speak in public as much as possible. 
Grammar, syntax and punctuation
· Reading is considered to be number one strategy to improve grammar, syntax and punctuation. 
· All the mentioned aspects are included in grammar book or grammar manual. So, reading these books attentively and applying in own writing, all these aspects can be improved (Macaro, 2006). 
· Sometimes, the whole grammatical rules can be boring to read all. The basics should be reviewed and learned and applied in the writing. 
· When good speakers speak, the learners are to emphasize on their speech to learn grammatical error free speech and practice more and more. 
· Writing is one of the best strategies to improve these aspects. The learner needs to write more and more and check the errors after writing on a topic. It can be proofreading at the same time. If there are any errors, then it can be corrected. Thus, it will be improved. 
So, these strategies are very effective in improving the clarity of expression, grammar, syntax and punctuation. I will apply all these to improve my skills in these to make an error free writing communication. 
[bookmark: _Toc510038348]Good Presentation formats and structure
Presentation formats
Poster session presentation: in this format, the presentations are made with illustrating the research findings and outcomes. 
Research Presentation: the research presentations are considered to be academic content and also demonstrating the theoretical underpinning and original research which are related to the content to be delivered (Guffey and Loewy, 2012). 
 Roundtable sessions: in this presentation format, two or more people are engaged in discussion on the related content. It can problem solving matters for an identified challenge. 
Skill development workshop: in this format, the presenters involve in sharing skills and techniques related to the content. It should be interactive and also to focus on the learning objectives to enhance the competence based on the content. 
Presentation structure
Introduction: first of all, the speaker will introduce himself by telling his name and designation. 
Outlining talk: then, the whole talk that he is going to address should be outlined; how much time he will take, what areas of the topic he will discussed, what will be the outcomes etc. 
Moving to the body: then, the speaker will move to the main body to address. Here will discuss the outlined topic maintaining the pre-defined time. The address should be necessary and information in order to attract the audience and keep them attentive to listen to the speech. 
Summarizing main points: after that, the outcomes or main points are to be summarized technically to bring the outcome of whole address at this time. 
Concluding talk: then, speakers will conclude the address by thanking the audience and invite for questions if any. 
[bookmark: _Toc510038349]Use of visual and electronic resources in communicating with audience
PowerPoint presentation: it has been of the most important visual aid for communicating with audience. There can be a range of information to include in the PowerPoint presentation to attract the audience to communicate (Guffey and Loewy, 2012). There can be added the animations when needed, enough font size and appropriate to make the things visual. 
White or black board: it is considered to be very effective and useful to explain the ideas. On the board, the main points of the notes can be written rather the unnecessary details. It makes it easy for the audience to understand what the speaker is telling. So it is very effective resource of communication. 
Paper handouts: paper handouts are also very effective. If the details are too informative and larger in size, then the handouts can help the speakers to provide full records findings to the audience and so the communication between them are done effectively (Makoul., et al., 2007). 
Videos: the videos are so much important at the present age to communicate with the audience as the video contains movement of pictures, sounds etc to make the audience understand the content easily. 
Projectors: using the projectors make the communication between the speakers and audience easier. The notes are shown on the projectors and the audience can read and understand the content easily. 
Computer: using the computers in communication has been very effective and it has been very available today in the modern age. The communication can be done with the computers before the audience by including the information in the computer and let them show in the bigger screen and it attracts the audience’ concentration more. 
So, all these visual and electronic resources nowadays have been very effective and available. Using these resources, the speakers can deliver this speech to the audience clearly and the audience can also understand the speech clearly. So I need to learn the use of these resources in order to make a good understanding with the patients when needed. 
[bookmark: _Toc510038350]Conclusion
Communication skills is very important for people you are communicating with to understand, otherwise the communication will not be received well by someone you are communicating with at that moment of time. The development of interpersonal skills helps in developing body language, active listening etc. Written communication should be done following the formats and structures and the strategies used in improving the clarity of expression, grammar, syntax and punctuation are very effective. Also, the presentation should be given applying specific formats and structures to make it more understandable to the audience. 
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