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My names Zara Fitzgerald I’m twenty four years old I have one daughter aged three years old I work for a company called admiral insurance for seven years and have decided to further my education in the hope to progress in my career to become a manager.

I have written a report on communication within the workplace an used communication models to help show the process of communication I have compared two communication models to help understand the differences to consider I’ve also touched up on my communication skills based on feedback I had received from a presentation I had done earlier I’ve also done a Gap analysis to find out what skills in need to work on an I’ve also included a PDP, personal development plan to plan the improvement.
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I have written a report on communication and the importance of communicating effectively in general and within a work environment According to ( Encarta,1998) Communication is the process of sharing your different ideas and information with each other, communication can be writing or talking verbal and non-verbal such as facial expressions, body language, gestures, eye contact, touch, you can also communicate through visual images, and video Encarta 1998 also states that communication is a vital part of personal life  as well as business and any situation were people encounter each other.
Communication within a work place can be seen as very important as it helps improve efficiency and helps colleagues build trustworthy relationships it can help you deal with problems you may occur, by having good communication within a workplace can help colleagues have a clear picture of what is expected from them theirfor drive success, by having ineffective communication within a work environment can cause a lack of understanding which can have a negative impact on the business due to unmet expectations which could lead to lack of morale an motivation.
By lacking in good communication skills within the work place could also mean more conflict an arguments due to how the message is being  interpreted  according to Mehrabian(1972) communication model which studied the importance of non-verbal communication and the effects of conflicting messages  he demonstrated that only 7% of we communicate consist of the literal message 38% is our voice such as tone and as much as 55% of communication consist of the body language, when communicating face to face its important that your body language gives off the same message as your words for example if you was to give good feedback to someone and saying all positive good things but your looking down to the floor very little eye contact and your slouching in your chair and not looking interested it gives off a different message to your words which could lead to lack of trust due to not believing you as the message you say does not match up with your body language.
According to guy Harris(2011) There are  five easy steps to remember to have great communication and that is to remember the word  SOLAR,  
S is for stop slow down so that you respond to what you hear and see rather than react to it. As by reacting quickly without very little thought  could  disrupt communication and could potentially cause conflict or other issues were as if you think about It and try and make sense of it then respond this could actually strengthen the communication
O is for observe After you have responded see if you can see more of the bigger picture, what is currently happening now rather than what has happened before in previous similar situations.
 L is for listen While (and after) and not just listen to what the words they are saying but the expressions, emotions body language do they match to the words they are saying 
A is for adjust Based on everything you have observed up to this point, look for a way to interpret the other person’s words, tone, and body language in a positive way.
r is for Now respond thoughtfully now that You have considered your words, your body language and your tone. You have made a conscious effort to make sure what you’re saying matches your body language and the message your saying back is clear and not complex, and you are ready to repeat the five steps when the other person responds to you.
  I chose to discuss (Shannon and Weaver 1949)model of communication which is included in the appendix as its been called the mother of all models and I believe its one of the easiest models to understand the process of communication it was used to improve the understanding of communication through telephone it was also created to show how messages are lost or misinterpreted and analysing how messages are send and  received  in the process of communication by knowing this information it could help you understand what the message actually means, its broken down into six key concepts the sender, the encoder, and the channel, noise, decoder and the receiver.
The sender is someone with the information to send the message whether that be over the phone, face to face or communicating by your body language or through writing, the encoder is the person or machine that turns the idea into words or could be the idea which converts into signals an it sent from the sender to the receiver and the channel of communication is the object of which you are using to communicate for example the mobile phone you use to send a text message or  the internet you use to send a message on social media.
 The noise is the noise that interrupts the communication, or message according to Shannon & Weaver there are two types of noises internal or external, internal is the mistakes you make when trying to communicate for example sending the wrong message, misspelling or is how the receiver interprets the message, were external noise is something which is out of your control could be no signal online or on your phone or children in the background being loud therefore the message may not be understood were as the decoder decodes the message so the receiver can understand it, or it could be you the receiver decoding a picture to make sense of it. 
lastly is the receiver this is the final stage its the end message which is left after any noise or disturbances later on nortbet wiener introduced the feedback stage as the message is only going one way the feedback is there to tell the sender that they understood the message or have received it without feedback the sender could  assume the receiver understood the message, within a work environment without having the feedback this could be seen as a problem as if the receiver did not understand the message properly this could lead to an incomplete task or poor results due to not understanding the message clearly.
There are many different types of communication models which helps you understand the process of communication there is one model very similar to Shannon model which is berlos(1960) model which has the same process which again will be included in the appendix berlos model goes into more detail and considers all things that could go wrong at the source stage, at the message stage, channel stage and at the receiver stage.
Berlo states at the  source (sender) stage the barriers who things to consider could be things like their communication skills, attitude, knowledge, culture etc were at the message stage  this could be the actually content that can effect the message, the structure, the code, berlos theory states at the channel stage the things that could effect the message could be what’s around or what they are hearing, seeing, touching, smelling or even tasting.
 Lastly at the  receiver stage they have the same barriers as the source their attitude, knowledge etc I believe berlos model of communication is better due to the fact it takes a lot more into consideration an makes you see the bigger picture an by knowing these barriers or things you need to take into consideration you may start to think more on how you deliver the message as these factors can affect how someone interrupts the message.
But never just assume because someone has a different culture or different attitude they are going to react how’d you expect them to as everyone is different but I believe if berlo’s model included the feedback section this would complete an effective communication process as the receiver could tell you how they felt.
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Assessing Own Communication Skills 

To help myself evaluate my own communicate skills I used Gibbs(1988) reflective model based on my presentation I had done, I chose to base my presentation on effective team work due to circumstances the presentation needed to be done over skype with a small audience I wanted the presentation to go quickly and I didn’t want to feel nervous, but found it difficult to overcome my nerves.

I believe everyone within the team who had to do the presentation was quite nervous as I was the first one to do my presentation I felt like I had no idea whether what I was doing was correct or not I also had issues with my computer so couldn’t share my presentation so my tutor had to share my PowerPoint which meant I had to look at the presentation rather than the audience and if I had seen the audience I would of seen my tutor saying to slow down which might of helped, I felt throughout the situation I should of reduced the amount of slides.

 I also felt like I was talking way too much an I felt like the other team members were calmer than me due to the fact I had already done the presentation I think it eased the pressure,  I feel like the PowerPoint itself was good but I believe I waffled on too much and didn’t really engage with the audience an felt it was harder to speak over facetime and I’m  not always the best when it comes to technology, I learned from the situation I need to slow down and just breathe an treat it like a normal conversation an put less pressure on myself .

To help me improve in this situation for the future I need to improve my time management skills as I was six minutes over the time my presentation should have been, I also need to be able to overcome my nerves which I could do some breathing exercises to calm me down beforehand, If I had to do the presentation again I would keep it simple I would of also asked open questions to engage more with the audience to make sure they are following an understanding.

 To improve in this situation if it ever happened again I gave out feedback sheets asking to score certain skills with either weak, fair, good and excellent based on my presentation skills which I will include in the appendix after I presented my presentation my feedback from the other team members were to try and reduce power point time and reduce the slides and try not to read my slides word for word the feedback I received on what went well on the presentation was I had excellent research skills and gave good examples and presented the presentation well an confident.

To learn from my mistakes I’ve undertook a gap analysis in the appendix which shows the gaps in my skills within the presentation as well communication skills I wanted to improve in general and I’ve also undertook a personal development plan which I will include in Appendix to plan the improvement.
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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 time management skills



	· Have basic skills, able to turn up on time 
	-being able to stick to time frame when doing a presentation
	- Time myself
- do more presentations with time limits.

	-being able to memorise slides

	· Currently not able to do this
	· Being able to learn some of the slides, so not just reading off the slides
	· Practise
· Get tutor to test me
· Do more presenting
· 

	· Being able to control my nerves














-Slow down when presenting
	-I am a confident individual when I’m doing something, I’m comfortable with.









I’m able to talk to an audience at a ok level.
	- when in position I’m not familiar with get nervous an speak fast

Controlling my nerves





Ability to slow down an engage with the audience ( due to nerves)
	-Offer to speak to an audience so I get us to it.

-Practise

-do breathing exercises to help when nervous.

· Organise my work so prepared an less nervous.

-practise
-do more presentations 
-be more prepared
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Appendix A










 
	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 time management skills



	· Have basic skills, able to turn up on time 
	-being able to stick to time frame when doing a presentation
	- Time myself
- do more presentations with time limits.

	-being able to memorise slides

	· Currently not able to do this
	· Being able to learn some of the slides, so not just reading off the slides
	· Practise
· Get tutor to test me
· Do more presenting
· 

	· Being able to control my nerves














-Slow down when presenting
	-I am a confident individual when I’m doing something, I’m comfortable with.









I’m able to talk to an audience at a ok level.
	- when in position I’m not familiar with get nervous an speak fast

Controlling my nerves





Ability to slow down an engage with the audience ( due to nerves)
	-Offer to speak to an audience so I get us to it.

-Practise

-do breathing exercises to help when nervous.

· Organise my work so prepared an less nervous.

-practise
-do more presentations 
-be more prepared
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	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 be able to present a presentation within the time frame given at a good standard
	· Practise
· Ask tutor/manager for guidance (help)
· Offer to take sessions
· -online courses
	· Feedback from team/colleges
· 
	By the end of November
	· Tutor
· Manager
· Internet
· PowerPoint
· Clock
· Audience
· Feedback sheets
· Pen
· Paper
· Tutor an audience time
· My own time

	To be able to memorise slides on presentation
	-practise
Ask manager/tutor to test me
-get feedback from audience.
	-Feedback
Being able to remember the information
-tests.
	By the end of university team ( November 2020)
	· Audience
· PowerPoint
· Time
· internet


	To be able to engage with audience when doing presentations
	· slow down
· ask open questions
· give eye contact
· give audience tasks to see if listening
· practise
· 
	· The understanding the audience has 
· Feedback
· 
	By the end of this year university class (November)
	· Audience
· Feedback sheets
· Power-point
· Question set
· Time
· confidence
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