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Communication is the basis for all interaction. It’s the exchange of thoughts, messages or information by speech, expression, signal, body language, writing or behaviour. By having effective communication tasks are accomplished and relationships managed through interpersonal interaction. Not all communication is positive and can result in poor team performance. I have completed a communication questionnaire to help determine what preferred communication style is best suited to me please see appendix.
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In this section I will be explaining how the communication cycle works and its importance within the workplace. I have chosen the Shannon Weaver Cycle and I will explain how it works. 
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Communication Is the transfer of information from one place to another between two people. The process requires at least one sender, one receiver and a message that is transmitted within a communication medium. The sender begins with an idea, he or she encodes the idea into meaningful symbols in the form of pictures, words or gestures (transmitter). Channel is the path that message passes through from the transmitter to the receiver. There are different channels that can be used some of these could be email, letter, teams, verbal and non-verbal communication, WhatsApp and telephone. The decoder is the reverse transmitter which changes the signal back into a message. The destination is the target place of the transmitted message. Meaningful communication takes place when the receiver accurately understands the message transmitted by the sender. Noise is any unwanted noise that could cause error in the transmission. The communication cycle does not always work perfectly, potential problems can get in the way and sometimes the message could be misunderstood therefore cause problems. 
How do we communicate?
There are different ways for us to communicate these are:
· Verbal
· Non verbal
· Visual
· Written
Within my workplace we use all of these to communicate effectively.

When I first started in Grosvenor Casino one of the main issues I found was that communication between managers and team members was poor. Since then we have improved our communication through WhatsApp since lockdown (covid) and it has remained as it’s a good way to communicate with the team and ask them questions or cover shifts. We also do a weekly “cwtch” to communicate any promotions that we have on and any relevant information that is important. We brief dealers coming on and off the tables and we give them regular feedback on their performance. These different communication channels have helped us improve as a business. It has also improved between our customers. We have to have regular conversations with our customers to ensure they don’t have any problem gambling to ensure safer gambling and to protect our license. We have lost some customers due to this as we have to ask them personal questions about their finances. One area that I need to improve on is keeping up to date with my emails. I struggle with this as I only work part time so 2 shifts a week so sometimes I miss some important emails. I am working on this to improve my communication skills to be more effective. 
Effective communication is being able to listen, understand and take action on what other people say. 
There are 7 c’s of effective communication below is a diagram.
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In the casino we use different techniques to communicate effectively some of these include. Various questioning techniques closed, open and probing. It’s important to look at body language and be able to adjust styles whilst keeping engaged with eye contact. Use simple words that is appropriate for the individual. Be fair observe and apply and be mindful of personnel space. 
Noise
Noise interferes with communication, there are 4 types of noise that disrupt communication these are:
· Physical noise 
Interference that is external to both speaker and listener. It hampers the physical transmission of the signal message.
· Physiological noise 
Is created by barriers within the sender or receiver.
· Psychological noise 
Is mental interference in the speaker and listener.
· Semantic noise
Is interference created when the speaker and listener have different meaning systems.
There are ways to reduce noise some of these are:
· Practice
· Make your language more precise
· Invite feedback
Below is a communication model that shows how communication should be communicated.
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· You speak 
· The listener listens
· The listener speaks
· You listen
Missing from this model is noise. Noise is anything that interferes with the communication process between a speaker and an audience.

Active Listening
Active Listening is the practice of preparing to listen, observing what verbal and non-verbal messages are being sent and then providing appropriate feedback for the sake of showing attentiveness to the message being presented. Many people struggle with this skill and is poorly understood. 
According to Crockett (2011), the average person remembers between 25% and 50% of what he or she hears. So that means when you’re having conversations with your team members, customers, managers and friends and family they only listen to half of the conversation. Me must learn to listen. Some of the key skills that are needed are:
There are 7 key skills 
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There are 4 types of listeners 
Barker and Watson (2000) classified four listening styles. They are:
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1. [bookmark: _Toc456901517]People oriented listeners are interested in demonstrating concern for others emotions and interests, finding common ground, and responding. Theses listeners demonstrate a genuine concern for others feelings and identify with emotional states of human behaviour.
2. Action oriented listeners are interested in direct, concise, error free communication that is used to negotiate and accomplish a goal, these listeners are easily frustrated by disorganised presentations. 
3. Content oriented listeners are interested in intellectual challenge and complex information, they want to evaluate information carefully before forming judgements and opinions. At times it appears as though “they are looking under a microscope and dissecting information”.
4. Time oriented listeners prefer brief communication such listeners seek interaction that is concise and to the point, they want to know the length of time available before the communication begins.  

After looking at these 4 types of listeners I feel that I am a people orientated listener. I demonstrate a genuine concern for my teams emotions and interests. I find it difficult not to care about my teams feelings. I feel like I am genuinely a good listener. I tend to listen first then repeat what was spoken about so my colleagues know I have been listening to them. As a manager I have to complete appraisals with my team. This gives my team an opportunity to discuss anything during their one on one with me. I provide them with feedback and I listen to any concerns they may have. 
I feel like my general manager is an action oriented listener as he gets easily frustrated by disorganised presentations and is not interested in direct communication doesn’t really have genuine concern. I remember when I was pregnant with my little boy when I was having my health and safety conversations with him he was straight to the point and didn’t show any emotion as toward the end of my pregnancy I was very uncomfortable. I don’t find my general manager easily approachable at all. This can affect communication at work as people don’t like speaking to him. My general manager tends to send lots of emails and that where I think things are going wrong as there are missed communication. 
Barriers to listening
Its important to minimize barriers to listening at work. Some of the steps I follow when I’m in work are:
· Minimize distractions
· Prioritize listening over speaking
· Reduce outside noise
· Practice reflecting instead of deflecting
· Ask questions
· Listen fully before giving advice
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Assessing own Communication Skills
To communicate effectively within an organization its important to have good communication  to form good relationships. Good relationships are key to building teams that will help an organization go from good to great. When good communication is established within a team it helps build trust, increases engagement, improves productivity, resolves problems and provides clarity and direction.
To help me assess my own communication skills I have completed two questionnaires please find in appendix. By completing the questionnaires I was able to see what preferred communication style suited me, the results showed that I was an assertive communicator who communicates effectively. By being an assertive communicator I am able to establish a foundation to build a relationship upon by communicating expectations and needs upfront. An assertive communicator is an important leadership skill and one that I feel I do have and am quite good at. By communicating this way communication is more direct, clear, it decreases likelihood of miscommunication and mistakes. By having this assertive skill it creates culture of accountability and an environment in the workplace where people treat one another with respect. 
I have identified areas of strengths and weakness from feedback from my class from when I completed my presentation online these were:
	Strengths
	Weakness

	· Being on time
· Verbal communication
· Clear
· Concise 
· Concrete
· Delivery- connect with audience
· Taking Criticism

	· Using qualifiers, hedges and hesitations
· Lack in confidence
· Nervous
· Read off slides
· Storytelling



After identifying my strengths and weaknesses I have set a personal development plan for myself to gain more confidence in presentations and for me to develop my skills. I am able to work on my weaknesses so that I can be more effective at presenting in front of my class. 

Personal Development Plan
I have completed a personal development plan for myself after identifying some strengths and weaknesses from delivering my presentation online and having feedback from my class. 

Part 1: Personal Analysis 


Part 2: Setting Goals

	What do I want to learn?
	What do I have to do?
	What support and resources will I need?
	How will I measure success?
	Target Date for Review

	Gain more confidence in having awkward conversations and being prepared them
	Practice having more awkward conversations. Develop my skills.
	Support from tutor and class mates
	Feedback from others. Successful completion of year 1
	6 months

	To deliver a better presentation and not be as nervous


	Prepare better, Spend time practising so I am not as nervous.
	Support from tutor, support from friends and family and class mates.
	Feedback from tutor and class mates. Better scores on presentation
	12 months

	Deliver my presentations better by not hesitating and stuttering

	Practice in front of family and friends, be more confident 
	Support from friends, family, class mates and tutor
	Feedback from tutor. 
	6 months



	Short Term Goals (next 12 months)

	My short term goal is to complete my first year in University. I would be happy to complete my first year with the highest mark possible. As I haven’t studied or done any coursers since 2006 I feel like it will be a challenge but I am ready for the challenge.  By completing my first year It will prepare me for the next 2 years. 


	Medium Term Goals (2-3 years)

	I would like to complete my 3 years and have a recognised degree. I feel like I have more time on my hands now since having my little boy and he has driven me to better myself. I have worked myself up within my role but I am not happy there. The business has changed so much and I feel like I am ready for a career change. I would like to complete my University course first. 


	Long Term Goals (3-5 years)

	Career change. After completing my 3 years I would like a change of career. I started in the casino industry in 2008 as a trainee dealer and have been lucky enough to work my way up and work in London for a bit. But the industry has changed so much that I no longer enjoy it. Once my little boy is in full time education I will be looking to change career and  I am unsure what that may be at the moment. I am hoping that completing this course it will help me find out what career path I would like to take as I will have more time on my hands.
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Communication Style Questionnaire
This questionnaire is designed to help you assess your preferred communication style.

Thinking about your behaviour at work, write a score against each statement to represent which
best typifies your behaviour where

isagree strongly.

4= agree strongly, 3 = agree somewhat, 2 = disagree somewhat, and 1=

As with all questionnaires, the level of your honesty and self-awareness will impact on the
accuracy of the outcome...so, be truthful to yourself!

1. lexpress my opinions in an honest and appropriate manner. 44
2. Ican getangry and let this show. |

Iind it difficult to say ‘no’. 3

1f 1 do not agree with a task that my boss has given me, | find a way of dragging my feet on it. 2.
1 feel comfortable in asking for help from someone if they know more than me. L4+

I feel guilty if | leave on time for a valid reason and other people are still working. 3

1 can be sarcastic. |

I think my way of doing things is better than other people’s. 2-

1f someone takes advantage of me, | find a way of evening the score. |

10. I feel | have a right to say no to other people’s requests and to negotiate a compromise. 3

11, If 1 am in a large meeting, 1 find | do not speak up. 2.

12. 1ike to be in control of a situation. 3

13. I stare people down. |

14. I make good eye contact with other people. Lf-

15. 1f 1 am unsure about a task that | have been given, 1 find it uncomfortable to ask for help. |

16. I talk about other people behind their backs. |

17. When | have to deal with someone in authority, | ind it difficult o look them directly in the
eye. |

18.1am a good listener and equally other people listen to what | have to say. 3

19. Rather than confronting someone about an ssue, | would rather give them the cold shoulder

or drop hints to other people that | am not happy. |

20. 1am not afraid to be direct with someone, even if they think I am being rude. 2
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Self-Assessment: Results

To assess your preferred communication styl, transfer the scores you have given to each statement
t0 the boxes below.

Then total each column downwards.
Look at the column where your score is the highest.

“This is the communication style you use most of the time.

S
al @ [ @ |
G 3 2 |
[ 7 o
o 3 @ @,
a0 an Q@ aiz
o 2 | 3
Qe ais a6 ais
| L \ | |
ais 2 7 ) | Q19 | G50y
Total g | Total 10 Toul () Total G
|
Passive Passive Aggressive | Aggressive

P Type here to search O H @ » B xm §F BH @ G A B AW EE [

27/03/2022





image9.png
O | § evision Portal X | § BMSK4002: BMSK4002 Assi: X | [} BMSK4002 Part2 Reportor X | 1 yahoo mail - Search X | & (61unread) - jennastabler¢ X | {@) Soswansea_p22032519350 x | -+ — [u] X
&« G O File | C/Users/jenna/Downloads/jenna/Jenna/Sgswansea_p22032519350%202.pdf Q 5 = Notsyncing &) -
1 o2 Q - + 2 @ (B Page view A\ Read aloud Add text Y Draw + ‘B Highlight + & FErase =] B | #
Name_JennaStables _ period, Date

Self-Assessment Communication Survey

The purpose of this survey is to determine your vulnerability to being a source of
communication failure. Answer the questions as honestly as possible. Respond as how
you see yourself today as a communicator.

Indicate how frequently you engage in the following behaviors when communicating with
another person or other people

Use this scale to describe your behavior.

4~1constantly do this
31 frequently do this
2~ occasionally do this
1 - linfrequently do this
0-1atno time do this

3 1. When I share something with my friends, | am open and honest about what
1 am sharing.

3 2. I think before | speak because | am aware of how words may not mean the
same thing to other people that they do to me.

3 3. lunderstand that sometimes the message the other person is sending may

not be the same one | am receiving.

4. Before | communicate, verbally or nonverbally, | fully understand who my
receiver is and how my message might affect his or her reception of my
message.

5. As | communicate to someone, | am looking for cues that my message is
being perceived as | intend it to be received

I make my messages as precise and to the point as possible.

7. I use jargon with those who may not understand it

8. | deliberately avoid the use of slang words and idioms with those who may
be offended by them

9. 1 try not to use words that might cause an emotional response that may
distress or confuse the receiver of my message.
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3 10. Irecognize that how | say something is just as important as what | say.

3 11. | examine my communication intellect to determine what nonverbal
messages | send and how well they imitate the meaning | wish to get
across.

12. | carefully consider the method of delivery for my message: a face-to-face
meeting, over the telephone or in writing. Which would be best understood

by my receiver?

2 13. 1 form opinions about what others say to me based on what | hear them
saying rather than what | think of them as a person.
3 14, I make an honest effort to listen to ideas with which | don't agree.

15. 1 look for ways to expand my listening skills.

4L | TOTAL SCORE

Analyze Survey Results
Find your score on the following table.

Score Explanations
50-60 Were you totally honest? If so, you are an exceptionally effective
communicator who almost never lends himself or herself to misunderstanding

40-49 You are an effective communicator who only occasionally causes
communication failure. The goal of this survey is to move you up to this level

30-39  You are an above average communicator with intermittent gaps. You cause
some misunderstandings but less than your share.

20-29  Many people (at least those who are honest) fall into this category. While
things could be worse, there is much room for perfection in your
communication grace. The goal of this survey is to move you to a higher
category.

10-19 You are a frequent source of communication difficulties. Work on
communication exercises and consider how they impact you personally.

Less  Your honesty is admirable, but it will take more than honesty to improve your
Than  communication effectiveness. Consider talking to the Speech teacher for
9 pointers!
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