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(Shannon and Weaver, 1949)

As you can see above in Shannon – Weavers model of communication there are many stages in the communication cycle, feedback probably being one of the most important. This is because without feedback it is unclear whether the message has been received and if it has been understood or not. It is important that when the sender transmits a message it is adapted for the intended audience otherwise the receiver will be unable to decode it therefore not being able to give the sender feedback.
If a message is misunderstood by the receiver the feedback that the sender will receive will highlight this. This message could have been misunderstood because of many factors. It could be because of the encoding process or even the delivery channel was not suitable.
If a message is not received at all, it can cause a lot of frustration, disruption which would waste valuable time and money. This could then cause a breakdown in the communication cycle.
They are many barriers to effective communication that everyone and every organisation faces. (Barriers to Effective Communication | Boundless Management, 2020) These barriers can cause interruption in how information is transmitted. This interference can then be known as “noise”. (Norris, 2020) There are 4 different types of noise that can affect communication. These are physical, psychological, physiological and sematic. Physical noise is something that both the sender and the receiver would be affected by. An example of this is a loud heather or air conditioning unit in an office. Psychological noise can affect the speaker or listener. It can because of wandering thoughts or even preconceived ideas. Physiological noise is something that is created by the sender such as mumbling, talking too fast or talking too slow. Finally, sematic noise. This is caused by the sender and receiver having different understandings. An example of this is jargon or possibly abstract ideas.
Noise can be overcome in many ways. Dependant on what type pf noise it is in the channel is how it can be overcome. (Overcoming noisy communication, 2020) An example of this would be sematic noise. To avoid this the sender could use simple language that can be easily understood, to not over complicate things by keeping the message to the point to ensure the receiver is in engaged and not to assume the knowledge of the received and use technical language. Another way would be mindfulness, by being mindful you are fully aware of the situation, so you will then be more aware of the context in how you are communicating.
There are four main channels which are used to communicate. These are verbal, nonverbal, written and visual. (4 Types of Communication (With Examples) | Indeed.com, 2020) These four channels are how we communicate every day in a wide variety of environments. Verbal is one of the most common types of communication, this is by transferring information by either speaking or through sign language. Nonverbal communication is transmitted through your body language, facial expressions whether this is intentional or unintentionally. Written communication is using writing, typing or even printing symbols e.g. numbers. Emailing is one of the common forms of written communication in the workplace.


I have read an Article by Peter Blenkinsop (2013) which I found interesting as I could relate it to an experience in my workplace. I work in DVLA in the contact centre, recently we have been expanding our services due to the increase in demand of online services. To do this I had to present a presentation to a HEO (Higher Executive Officer) in DVLA. This presentation was something that I was nervous about because of who I was presenting it to.
 I found that I had used similar steps to the 6 steps in the article to conduct this presentation. One of the main ones being taking in to considering my target audience. As this was being presented to a HEO in the agency, it was highly likely that they would be unfamiliar with the technical terms used within the contact centre due to the fact they have not experienced it themselves. So, because of this it was vital that simple language was used so that they could understand the clear aims of my presentation. Another way was using feedback. I had prepared a feedback sheet ready for the attendees of my meeting. The reason I done this was to be able to assess what I could do to improve the presentation for next time and what went well. As stated in the article I was also able to conduct feedback through evaluating their responses by their body language. For example, whether social ques were used or not, fascial expressions and posture. 
This worked well because I was then able to understand what I would need to do for next time to improve. One thing that was highlighted was my confidence when conducting the presentation. The content was excellent, however the way that it was relayed back to the HEO let it down slightly. I agreed with this feedback and respected the honesty of it. So, by having this I was then able to look at measured to improve my soft communication skills for future.

Within the DVLA overall I would say that they do effectively communicate most of the time. Management do have a much more directive approach to communicating, meaning that they can be very assertive, clear and to the point. The agency does their utmost to listen to the staff to allow them to get feelings and ideas across. This is encouraged by having whiteboards around the office for you to voice your opinions. We also have a DVLA people survey which is conducted yearly for management to be able to understand staff’s feelings and suggestions on upcoming improvements to the agency. It is also a way for staff to be able to have their say as to whether they are having enough support from managers etc. This then is completely anonymous.
Something I do find occurs with team managers is their nonverbal communication. At time I find it can be very undermining when approaching a manager and instantly you feel anxious and nervous to ask them your question. They may be saying “how can I help?” however, their body language is saying something completely different. Arms crossed, eye rolling and not actively listening. Having to repeat your question a few times. I feel that this is something that needs reassessing by many managers. Some more than others. If this were different, I think staff morale would increase as people will not be so anxious, it would then also improve efficiency as by them listening you are getting your help quicker. Allowing you to continue with your task sooner.

When it comes to active listening, I would say that I am an involved listener. I think that giving eye contact and attention to the speaker such as head nods are important. It shows that you are interested in what they are saying and could possibly giving them the motivation to continue. As in some instance’s speakers can be very nervous, so by you being involved gives them the courage to continue.
Within In my workplace I think that most managers are passive listeners. Eye contact can be rarely used at times and they can be quite detached from the speaker. This can be quite demoralising as a staff member speaker, which at times I find can result in the discussion/ meeting ending on a low rather than a high and not getting the feedback needed.
This then has a massive effect on communication at work as it means that staff are more reluctant to approach the managers that are passive listeners as you feel they haven’t got time to assist you and value what you have to say. Making staff not feel valued.
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I completed two communication quizzes to assess my communication skills. The skills you need quiz and the mind tools quiz. You can see the results for these in the appendix.
Firstly, on the skills you need communication quiz I scored 61%. Based on these results it was suggested that my interpersonal skills are about average, however I have a more basic grasp of the key to interpersonal skills. But this is something that can be improved by practise and development which could then enhance my relationships further.
On the second quiz which was the mind tools communication quiz I scored 49. This meant that I was a capable communicator. However, it does mean that at times I can experience communication problems. So, it is important to take time to think about my approach to communication and focus on receiving messages and how I send them to make my communication effective.
Personally, I agree with my findings. At times or in certain situations I do struggle to communicate with others. Especially in big groups of people or employees at a higher grade them myself in work. My interpersonal skills are something that I feel could be improved. Despite being open to ideas and feedback from others, I always find myself very reluctant to express my opinions and ideas.
I receive feedback from peers and management regularly in work. I receive feedback from my manager in a form of a PDP, which is something that is conducted monthly. Something that is always highlighted on my PDP is that I lack confidence, especially in group conversations. Instead of telling the group an idea I may possibly have I tend to tell my manager one to one later to get her opinion first because I worry about the criticism.
Feedback from my presentation highlighted that I came across as a calm and confident person. My presentation flowed nicely. My peers gave me no recommendations on what to work on. However, myself I think that my actual presentation itself could have been better. More pictures, more real-life examples and colour on the slides. I feel that despite how nervous I was to present my power point to my peers I think that I was able to put that to one side to be able to complete it as best as I could.
Something I think that I could improve on would be my active listening. This is a big weakness I have, when I attend a meeting, I instantly cross my arms and I do tend to end up thinking of other things. It is important that I improve my body language and allow myself to engage in meetings more. Actively listening to the current conversations and not previous or home issues etc.
Overall, I would say that I am a very able communicator. However, there is room for improvement. I think if I would be able to improve my confidence in group situations that would then aid the improvement of my communication. Allowing myself to interact more and have a relaxed approach rather than being anxious. If I improved these ii would then be able to improve my non-verbal communication too. By being less anxious my posture and facial expressions would be more relaxed and come across more approachable rather than looking stressed and highly strung at times.
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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?

	Communication/ Interpersonal skills with mass people.




	Moderate level.
	The confidence to use these skills at managerial level.
	Feedback from my manager and my PDP.

	Speaking in public.
	Can speak in small groups but then get very nervous talking in larger crowds.
	To be able to speak confidently.
	Know what you are talking about, it will help improve your confidence and speech will flow more freely.

	Wider range of knowledge.
	I can prepare and research for a task delegated to myself.
	Once this task is completed, I can sometimes forget what I have learnt.
	Try to find ways of learning to remember the information and delve in deeper at times to expand my knowledge further.
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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?

	This course
	Keep up to date with research and assignments and ensuring they are handed in on time.
	By completing this course at the end of the year and passing it.
	

30/09/2020
	The support of my tutor, peers in class and online resources.

	Mindful based stress reduction course
	Watch some online tutorials on things for stress reduction and mindfulness. E.g. meditation.
	By being able to manage my stress more effectively and not let things get on top of me.
	01/07/2020
	The use of online resources.

	Build stronger relationships with work colleagues.
	Involving myself and actively listening more in group tasks and meetings.
	By finding that my relationships have improved with colleagues and able to express my opinions more freely.
	As soon as possible 
	Support from my manger to speak up and to actively listen to group discussions.




[bookmark: _Toc9181650]








References 

Blenkinsop, P. (2010) The Communication Cycle. [online] Available at: http://manyana-education.blogspot.com/2010/10/communication-cycle.html Accessed: 18.05.20

MindTools (2019) How good are your communication skills? [online] Available at: https://www.mindtools.com/pages/article/newCS_99.htm  Accessed: 17.05.20
Courses.lumenlearning.com. 2020. Barriers To Effective Communication | Boundless Management. [online] Available at: <https://courses.lumenlearning.com/boundless-management/chapter/barriers-to-effective-communication> [Accessed 17 May 2020].
Indeed.com. 2020. 4 Types Of Communication (With Examples) | Indeed.Com. [online] Available at: <https://www.indeed.com/career-advice/career-development/types-of-communication> [Accessed 17 May 2020].
Norris, J., 2020. 4 Types Of Noise That Disrupt Communication (The Non-Technical Problem All Podcasters Face). [online] OnTheGo.FM. Available at: <https://onthego.fm/4-types-noise-disrupt-communication-non-technical-problem-podcasters-face/> [Accessed 17 May 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: 17.05.20
Training Journal. 2020. Overcoming Noisy Communication. [online] Available at: <https://www.trainingjournal.com/articles/feature/overcoming-noisy-communication> [Accessed 17 May 2020].


[bookmark: _Toc9181651]








Appendix A

[bookmark: _Toc9181652]Skills You Need Communication Quiz

[image: ]
[image: ]


[bookmark: _Toc9181653]





Mind Tools Communication Quiz


[image: ]
image1.jpeg
PRIFYSGOL CYMRU ———
S Y Drindod Dewi Sant
UNIVERSITY OF WALES

Trinity Saint David





image2.png
Information Transmitter Reception Destination

source “‘
e ol e o

11

Noise

<) FEEDBACK <

SHANNON-WEAVER’S MODEL OF COMMUNICATION




image3.png
T Course: Effective Team Working = X | G mind tools quiz - Google Search X

< C @ skillsyouneed.com/quiz/343479

Apps T UWTSD Moodle 20.

@ Contact Centre M

How Good Are Your Communica X [ Interpersonal Skils Self-Assessr X

@ Team Manager -

+

%
o

P Type here to search

Your total score is: 61%

Based on the answers you provided your inlerpersonal skils are about average — compared o olher peaple. Alfhough you
have 3 basic grasp of the key inferpersonal skis, there is stl 2 ot you can do fo improve the further. Spend some fime.
practising and develoging your interpersonal skl 0 enhance your reationships vith others furher.

Listening Skills
ourscore: 65% (Average)

(¥ou race your lsening sils as: Above Average)

Bsed on the answers you providd your lisening kil are verage. You may have picked up some bad lisening halstsof never
previousy thought sbout the actve processes nvolvd i efacive téning ARthough you isteing skils 3ré OK, ou should ik
ot developingthem futher by consciously pracising fective nd active steing.

Sew e s Lintaning S s Ao Lislning oo on v i s

Emotional Inteligence
ourscore: 57% (Average)

You sehieved sn sverage scorefo the emotionsl nteligence par of the sssassment Emationsl ntligence i 3 messare o how wel
you undarstand and G it your emations snd the emotans of ohers. Developing bt awarensss of amotions and
ndersanding why you and others behave incerain ways willsnhance your nferpersonal skils. s worth tking some tme to
nderstand nd improveyour emtionsl ntligence 3 f ould b the most impartant sspect of personsl development. Resésrch
as shoun tht peopl wih igher emotiona nfeligence enjoy more saisfying and successful careers and relationship.

Sen e Emotons! liganss - Counaeling s

Verbal Communication
‘Yourscore: 73% (Above Average)
(¥ou raced your verbl communicason sl as: Average)

Your vl or spoken communiction i sbove sverage: you normally use sppropriste sngusge snd know when t tal. snd when
ot alk Having good verbalcommunication means that you canexpress yourselfwl 0 athers - explaining your deas and
apinions i such 3 way that hey are usualy understood by ofhers. Of course, you can aways furthe mprove your verbal
Communcation.

s N W B——

O = @ W il uwO& O

Az )

BORME -
»

1016
05200 )




image4.png
T Course: Effective Team Working = X | G mind tools quiz - Google Search X

< C @ skillsyouneed.com/quiz/343479

Apps T UWTSD Moodle 20.

@ Contact Centre M

How Good Are Your Communica X [ Interpersonal Skils Self-Assessr X

@ Team Manager -

+

%
o

P Type here to search

‘ndersanding why you an ofhers behave incerai ways willanhance you nferpersonal skils. s worth tking some tme to
nderstand nd improveyour emtionsl ntligence 3 f ould b the most impartant sspect of personsl development. Resésrch
as shoun tht peopl wih igher emotiona nfeligence enjoy more saisfying and successful careers and relationship.

Sen e Emotons! liganss - Counaeling s

Verbal Communication
‘Yourscore: 73% (Above Average)

(¥ou raced your verbl communicason sl as: Average)

Your vl or spoken communiction i sbove sverage: you normally use sppropriste sngusge snd know when t tal. snd when
ot alk Having good verbalcommunication means that you canexpress yourselfwl 0 athers - explaining your deas and
apinions i such 3 way that hey are usualy understood by ofhers. Of course, you can aways furthe mprove your verbal
Communcation.

s N W B——

Communicating in Groups
ourscore: 519% (Average)

B35ed on the answers you providd you have average confidence evels when communicating i group ituaions. You ar kel to
handle st group situtions adequately although you may welbe nervous in some situaions. Communicating efctvey in
Groups s animpertant part ofyour overalinterpersonal sils and s usefl in many iferent areas of fe. Next me you'e in 3
group stuation watch the ather parcipans o pick up some e of whatyou can do, and whatyou ¢an aved doing. o improve.
Yourpresence n group itations.

See e s GrUp CansBNSnee s SHESean o evping e 7 ks

“Thanks for taking the nferpersonal skis seff.assessment, we hope you have found it useful

Further Reading from Skils You Need

Az )

BORME -
»

1018
05200 )




image5.png
T Course: Effective Team Working = X | G mind tools quiz - Google Search X ' How Good Are Your Communicz X+

<« C @ mindtools.com/pages/article/newCS_99.htm * 6

Paste.

Apps T UWTSD Moodle 20.. @ Contact Centre Ma.. @ Team Manager,- .

Calculate My Total Total =49

Clipboa

Score Interpretation

ﬂ

1535  You need to keep working on your communication skills. You are not expressing yourself clearly and you
may not be receiving messages correctly, either. The good news is that, by paying close attention to the way
in which you communicate, you can improve your effectiveness at work and enjoy better working
relationships with your colleagues! The rest of this article will direct you to some great tools for improving
your communication skills. (Read below to start)

36- You're a capable communicator, but you sometimes experience communication problems. Take the time to
55 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)

5675  Excellent! You understand your role as a communicator, both when you send messages and when you
receive them. You anticipate problems, and you choose the right channel to communicate. People respegt

You are viewing 1 of 3 free articles Try our Club for just 75p > Login to Mind Tools >

|

100%

£ Type here to search O o @ W B @ &% 60 @ ~| D) 17/‘0&5222020 Lo}




