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In this chapter , the author aims to describe the importance of communication , types of communication and researches about communication .
“Communication is an exchange of ideas, facts, opinions or emotions of two or more persons.”( William Newman and Charles Summer)
Listening and speaking are the basic communication tools we are use to interact with people.
Communication is divided in two  types  , verbal and non-verbal.
The verbal communication is one of the common way people communicate with each other .
The non -verbal  communication  is equally important as verbal communication ,a person being able to interpret the message by using facial expression  , eye contact , body language.
Merhabian ‘ s (1981) research on the importance of non –verbal communication suggests the following percentages as relatives contribution for listener to interpret a message :
-7% -from verbal cues (words);
-38% -from vocal cues (volume  ,pitch ,  rythm  , etc.);
-55 %-from facial expressions and other body  movements  ;
“The 7%-38%-55% rule can be seen as the metaphor of effective and efficient communication”
Lack or inaccuracy of both verbal and non-verbal messages will essentially limit the effectiveness of communication and proper reception of the transmitted message . Non-verbal message influence understanding and reception of verbal messages in a crucial way.
Effective communication is a verbal communication supported by congruent non-verbal messages . The congruence of these two elements is what makes communication effective. 
The ability to effectively communicate consists of :
1. Understanding of others (and showing it );
2. Clear expression of oneself ;
3. Imposing an influence on others ;
4. Active listening ;
5.  Asking open and detailed questions ;
6. Taking care of our own needs and goals during a conversation ;
7. Exchanging opinions in a non-conflicting way ;
The basic rules of avoiding distraction in a conversation are :
1. Try to separate your own interpretation from your interlocutor message ;
2. Listen patiently ;
3. Pay attention and show readiness in your conversation;
4. Give to people the chance to show their beliefs ;
5. Notice the emotional reaction of your interlocutor ;
6. Learn to show interes and approval to your interlocutor ;
7. Work on your concentration to understand other people’s intentions ;
8. If possible communicate face to face to give the person you talk the chance to show direct reaction ;
In the professional life , dealing with difficult people is extremely important . The most important principles when dealing with difficult people are :
-avoid to change these people ;
-set your boundaries ;
-remember different point of view and positive intention behind every behaviour ;
-don ‘ t talk too much ;
-focus on behaviours  ;
-focus on important things ;
-use your suggestions  ;
Language is a powerful instrument which gives a lot of amazing opportunities. When is used properly , it can leave a great impression or influence your interlocutor’s decisions .
In the communication process , the exchange of experiences plays a important role and can be used as an advantage .  
  The communication in a team is a complex process with many factors  influencing both coordination and performance .If the communication is effective , the team performance and development increase .
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(Shannon and Weaver, 1949)

The author , will describe in this chapter , the communication cycle process and components.
[bookmark: _GoBack]Communication is a two-way process involving the following elements: a sender, a message, a medium, a channel, a receiver, a response and feedback. However, it is not sufficient to have just all these elements; there should be cooperation and understanding between the two parties involved. It is important to have a common frame of reference or context for successful and meaningful communication, e.g. a common language or common interpretation of a gesture.
The communication cycle described how the system of conveying and understanding messages operates.

The essentials of effective communication are:
 1. A common communication environment;
 2. Cooperation between the sender and the receiver;
 3. Selection of an appropriate channel;
l 4. Correct encoding and decoding of the message ;
5. Receipt of the desired response and feedback;
Every step in the Communication Cycle model is essential, and it’s impossible any of them to be omitted . By paying attention to every component, both the sender and recipient are able to communicate effectively, understand each other better and react to each other more emphatically.
The sender –this is the first stage ,where the transmission of the message takes place ; the  sender generate the message and ensure it’s been received by the receiver ;
The message –this is the second stage where the process of encoding , transmission and reception take place ;
Encoding –this is the third stage where the message is encoding by the sender by using words , gesture or other important means.
The channel ( transmission )-this is the stage where refer to the manner of encoding message ; the channel can be phone , email , post or any other appropriate manner for a proper reception ;
Decoding  ( understanding ) –the process where the receiver convert the message to understand the information which has been send ;
Receiver – the stage where the receiver get the message and try to make a proper sense of understanding ;
The noise – this stage included any disturbance which take place in the process of communication ;
Communication is the process through which information is passed from a person to another trough some kind of channels and mediums . The quality of the message should be good and is important for the proper transmission of the information.
Team work involves the effective communication between a sender and a receiver. Team members must provide feedback for teamwork to be effective .
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Iustina believes that ,being able to communicate effectively is the most important of all life skills.
In workplace , Iustina is more likely to respond to ideas with confidence ,by using eye contact , giving feedback  and providing solution .
She is trying to speak clear and to be audible with her team .
Communicating with her team , Iustina wants to respect the team members , to pay attention on their message and to focus on team’s benefits .
When she’s talking with others , Iustina is trying to pay attention to the non-verbal communication as well and she is conscious of her  own body language . 
Iustina has completed two interpersonal skills  quizzes online and she attached them in appendix .
Based on her answers , Iustina have good interpersonal skills but still needs some improvement .
Iustina ‘s listening skills are good but she have to pay more attention to the effective listening .
Iustina ‘s emotional intelligence demonstrate that , she have the ability to understand other’ s emotions and she can deal with her own emotions .
Iustina ‘s verbal communication is good but she have to practice more the way she ‘ s sending the information to others .
Iustina is confident when she communicate in a group but she can be nervous in some situations .
Iustina ,also has to do a presentation , about communication and teamwork for the University where she ‘ s student . Based on her ‘ s feedback from the audience she is likely to have good presentation skills but still needs to pay more attention to the time management and to prepare more to meet the expectations of her audience .
Iustina has attached few of her feedback sheets in the appendix .
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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?

	

Improve communication skills 



	-learning;
-researches;
-reading;
	-academic writing ;
-communicate effective with others ;
	-doing the assignments for university;
-working in a team;
-sharing knowledge with others ;
-improving own performance and learning; 

	Using technology 
	-using computer;
-using mass-media;

	-using computer programs ;

	-practise;
-course for using Microsoft Office efficiently ;


	
Team working skills 
	-working with others;
-positive attitude ;
-motivation;
	-planning and organising activities;
-adaptability ;
	-experience;
-communication skills ;
-improving learning and achieving team goals ;

	
Presentation skills 
	-practice ;
-researches ;
-learning;
	-not professional standards ;
-confidence;
	-learning techniques ;
-researches;
-practice ;
-feedback from audience ;
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	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?

	To complete all training provided for nurses 
	-trainings;
-learning;
-experience;
	-certifications for all trainings ;
-practice on my own without supervision;
-improve personal confidence and knowledge ;  
	20 June 2021
	-learning;
-support from family , team members and employee ;


	To complete Level 4 in skills for workplace 
	-attend the class lessons ;
-doing all presentation and assignments ;
	-Level 4 completed ;
-improve personal development ;
-career growth ;
	20 November 2020
	-learning;
-researches;
-reading;
-support from family , tutor , colleagues 

	Botox and dermal filler course 
	-financial support;
-register to the course ;

	-certificate in Botox and dermal filler course ;
-career growth;
-improve monthly earnings ;
	2 October 2020
	-learning;
-practice ;
-support from family and teachers ;



















[bookmark: _Toc9181650]References 

Blenkinsop, P. (2010) The Communication Cycle. [online] Available at: http://manyana-education.blogspot.com/2010/10/communication-cycle.html Accessed: 10.05.2020

MindTools (2019) How good are your communication skills? [online] Available at: https://www.mindtools.com/pages/article/newCS_99.htm  Accessed: 10.05.2020
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: 10.05.2020

Communication(meaning,concept and process) [online] Available at :
https://www.spit.ac.in/wp-content/uploads/2011/02/Communication  Accessed : 12.05.2020
R. M. Belbin (2010) Management teams ,Why they succeed  or fail ,p.51-Accesssed :12.05.2020
A. Maund , M . Schriek , P. K. Tinkler (2017) Certificate in Higher Education :Skills for the Workplace Student Yearbook ,p.45 –Accessed 13.05.2020
Team communication as a collaborative process [online ] – Available at :
https://hrilab.tufts.edu/publications/gervitsetal2016frontiers.pdf  -Accessed :13.05.2020
Communication skills [online] –Available at : 
https://www.indeed.com/career-advice/resumes-cover-letters/communication-skills  -Accessed 13.05.2020
Mulder, P. (2016). Communication Cycle model by Shannon and Weaver  : [online ]- Available at :   https://www.toolshero.com/communication-skills/communication-cycle-shannon-weaver/ - Accessed 14.05.2020
I.  Tuhovsky (20015-2017), Communication skills training ,A practical guide to improving your social intelligence ,presentation , persuasion and public speaking skills , p. 7 –Accessed 14.05.2020
8 stages of communication [online ] –Available at :
https://sourceessay.com/8-stages-of-communication/  - Accessed 14.05.2020 
The importance of recognising roles in a team for higher –quality in work , schools and preschools [online ] –Available at :
https://reader.elsevier.com/reader/sd/pii/S1877042815023149?token=82A7FFE6736D85205D7D0D7419DA3577FB80DFDC83CF8FAB60232E350D541E664996E49DDD458E58ABC8AE1EEF4B83B3  -Accessed 15.05.2020


[bookmark: _Toc9181651]
Appendix A
[image: ]

[image: ]

[image: ]
[bookmark: _Toc9181652]

Skills You Need Communication Quiz
Interpersonal Skills Self-Assessment

Read more at: https://www.skillsyouneed.com/quiz/343479
Your total score is: 66%
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: 63% (Average)
(You rated your listening skills as: 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.
Emotional Intelligence
Your score: 77% (Above Average)
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.
Verbal Communication
Your score: 59% (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?

Communicating in Groups
Your score: 63% (Average)
Based on the answers you provided you have average confidence levels when communicating in group situations. You are likely to handle most group situations adequately, although you may well be nervous in some situations. Communicating effectively in groups is an important part of your overall interpersonal skills and is useful in many different areas of life. Next time you’re in a group situation watch the other participants to pick up some ideas of what you can do, and what you can avoid doing, to improve your presence in group situations. 
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	5 Statements to Answer
	Not at All
	Rarely
	Sometimes
	Often
	Very Often

	1I try to anticipate and predict possible causes of confusion, and I deal with them up front.
	
	
	
	
	

	2When I write a memo, email, or other document, I give all of the background information and detail I can to make sure that my message is understood.
	
	
	
	
	

	3If I don't understand something, I tend to keep this to myself and figure it out later.
	
	
	
	
	

	4I'm surprised to find that people haven't understood what I've said.
	
	
	
	
	

	5I can tend to say what I think, without worrying about how the other person perceives it. I assume that we'll be able to work it out later.
	
	
	
	
	

	6When people talk to me, I try to see their perspectives.
	
	
	
	
	

	7I use email to communicate complex issues with people. It's quick and efficient.
	
	
	
	
	

	8When I finish writing a report, memo, or email, I scan it quickly for typos and so forth, and then send it off right away.
	
	
	
	
	

	9When talking to people, I pay attention to their body language.
	
	
	
	
	

	10I use diagrams and charts to help express my ideas.
	
	
	
	
	

	11Before I communicate, I think about what the person needs to know, and how best to convey it.
	
	
	
	
	

	12When someone's talking to me, I think about what I'm going to say next to make sure I get my point across correctly.
	
	
	
	
	

	13Before I send a message, I think about the best way to communicate it (in person, over the phone, in a newsletter, via memo, and so on).
	
	
	
	
	

	14I try to help people understand the underlying concepts behind the point I am discussing. This reduces misconceptions and increases understanding.
	
	
	
	
	

	15I consider cultural barriers when planning my communications.
	
	
	
	
	




Calculate My Total 
Total = 50
Score Interpretation
	36-55
	You're a capable communicator, but you sometimes experience communication problems. Take the time to think about your approach to communication, and focus on receiving messages effectively, as much as sending them. This will help to improve your ability to communicate. (Read below to start.)
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