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[bookmark: _Hlk73183364][bookmark: _Hlk73196033](Shannon and Weaver, 1949)

[bookmark: _Hlk73173992]Shannon and Weavers above cycle is viewed as the grandfather of early communication theories and cycles. Initially used to analyse and improve technical communications, it is now widely used for this purpose on most communication methods. In its most basic interpretation, the Sender and Receiver are the humans who initiate and receive the message. Feedback lets the sender know that the message was interpreted correctly, and if not gives an opportunity for the sender the recommunicate what it is they wanted to say. 

The encoder element is how the message is transmitted, the original model with its technical vision would have been the senders voice being input into the telephone and turned into electrical signals. The Decoder would be the opposite of this, with electrical signals being turned into a speech output on the receiver’s telephone. 

The channel would be the telephone line(s) where the message is sent through with noise being any interference imparted onto that line, for example crossed wires or electrical interference. 
In later years, the model has been used to understand other types of communication, but from the authors perspective this is just reenvisaging the roles of the encoder/decoder, channel, and noise. The Sender and Receiver are still the human elements with feedback still used to ensure correct interpretation of the message. 
Imagine having a conversation with a colleague, you would be the sender, encoding would be the method of communication, so in a face to face, in person conversation this would be speech, but with non-verbal communication being a channel as well as possibly noise. The receiver would take all the information and decode it and interpret the message. The feedback would be their response to your stimuli, only this time they would be the sender. This cycle would then continue until the conversation would come to a natural conclusion. 




With Non-verbal communication (body language) making up 55% of conversations (Mehrabian, 1971), it is possible for the body language of a person to influence how communicators feel towards the message being conveyed. Cahn and Frey (1992) found that communicators were more likely to pick up on non-verbal behaviour when they felt they were mis-understood. With positive body language the message can be reinforced.  Provided similar cultures or backgrounds exist in the conversation then verbal communication can be replaced by actions, (Damanhouri, 2018).

When the author thinks about their workplace, he understands that he is privileged to have seen a transformational change in the way radio communications were carried out in the first decade of the 21st century. When he began his service, the radios used were similar to what was used in World War 2, this meant messages had to be encoded and decoded manually leading to long delays in the battle as vehicle crews struggled to decipher where they needed to be, what they needed to do, at what time, and who was doing the task. With the introduction of Bowman, all transmissions could be made securely, and so commanders could give what, where, who, how directly. This led to a change in mission pace because there was no requirement to encode messages as it was done automatically.
In order for these communication systems to work encryption keys need to be loaded before the sender and receiver are required to send the messages, this adds independent steps to Shannon and Weavers Communication model, as encoding can only take place if the encryption keys are available.
Noise can still be added in, this could be other network users sending signals confusing the senders message, or by jammers blocking the frequency that is being used. 

With the elimination of encoding and decoding the message physically by hand, more time can be given to feedback if required and so clearer instructions can be given. 

The workplace can also have different types of interviews. Firstly, the formal interview, this is controlled by the sender, there is usually a desk between the two parties, and the control of direction of the communication is set by them. The receiver’s feedback is usually how they are scored when in a job interview, but also how they appear and then non-verbal cues. 
Secondly the informal interview, in the authors job role working in a welfare department, this is much more likely to happen. Although not assessing a candidate’s suitability for a job, it is the lead persons job to assess what is required to get the best possible outcome for the interviewee. The interviewee will usually explain their issue, and the interviewer needs to take the non-verbal queues as a relevant time to step in and guide where the conversation goes. This type of interview is a lot less structured than a formal interview as you never know what the issue is that the interviewee will present. 

The authors employer’s primary means of communication is by email. JSP (Joint Service Publication) 101 gives direction on how emails should be written. The favourite email that the author has written has been the Issue, Recommendations, Timings, Background (IRTB) style email. Experience shows that it is most likely to get a positive response from the audience, usually of persons in command, or decision-making positions. 

Issue: The matter being addressed or that needs to be addressed
Recommendations: The recommendations you feel suitable to address the issue. Must be clear to the recipient of what you want them to do. 
Timings: When the decision should be made by, and if required implications if the deadline were to be missed
Background: The main bulk of the text but should be clear and concise. Implications of the recommendations should also be included here. 

With this email, you can ask for feedback from the decision makers and so improve future communications within the organisation. This also empowers people to communicate when they know the issues they have are being listened to and acted on, and when not actioned then detailed reasoning why not. 
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[bookmark: _Toc73267073]Assessing Own Communication Skills 

Part one of this module was to produce a presentation on Teams. My focus on this was team roles and personality types. I found the lecture on personality types engaging, and while it was going on I could assign different people I have met to those specific personalities. I thought it would be interesting to mix these with Belbin’s Team Roles, to expand on the 9 roles and assign common personalities to them. My understanding of the brief was that we were to have a minimum of 10 minutes and a maximum of 20. The presentation I gave came in at 19 minutes and 32 seconds. 

The feedback I received also indicated that the layout of some of the slides was not clear. Specifically, that colours were difficult to see. 

I also feel that I say “um” or similar words when I was presenting. This could be for a myriad of reasons, but I feel that it was usually as I was searching for the right word to say or transitioning between ideas. 

My Gap Analysis gives 3 objectives to improve future presentations, be it this again, or another presentation in the future. 


The first objective is to improve the visual layout of my presentation. Feedback suggested that some colours were difficult to see. To that end I should use more striking colours, and if required change the background of my slides to a solid neutral colour. I can ensure this is happening by including questions on layout in my feedback form. 
The second objective is to reduce the length of my presentations. I can do this by cutting out non-critical slides as well as information not pertinent to my immediate message. I also need to have the correct information on the intended length of the presentation, and not assume I know. 
The third objective from the GAP analysis is something that I picked up on. One of my mannerisms is to say “erm” I think this has improved as I cannot remember it being picked up on feedback, but after watching my presentation back it annoyed me how many times I had said it. Some tips I have picked up on is to slow down my speech, so that my brain is in sync with my mouth. If required, take a deep breath before speaking. Practising these tips as part of practice presentations will help me reduce the occurrence of “Erm”.


[bookmark: _Toc9181649]As part of the authors drive to better oneself, he evaluated his communication skills using the Mindtools and Skills you need websites. The results are at Appendices A and B. The skills you need communication quiz shows that he is average on Listening Skills and Emotional Intelligence. This is of pressing concern as he feels this should be stronger because of the job he has and having to listen to Welfare cases where people can be in distress. 

The top two SMART Objectives and PDP Goals are related to the Skills you need questionnaire. The bottom 2 are related to the Mindtools results. The first SMART objective matches the first PDP Goal.

Objective 1: Improve listening skills. Evidence suggests that listening to a podcast can improve listening skills. (Gonulal, 2020) To help with this I can start the objective by making notes while listening, and then progress on to listening and then making notes to ensure I have taken on board the information within the podcast.
Objective 2: Improve my Emotional Intelligence (EQ) This is a medium-term goal as it is an area where I feel particularly weak sometimes. I feel it will take time to have any impact on my ability to understand interactions with other people. Part of improving this is keeping my motivation high, as well as continue to take notes to help me evaluate whether or not it is improving. 
Objective 3: Creating clearer messages is an area that Mindtools suggested I improve. As stated earlier, IRTB emails are of particular use to me as it gives a format to write an email and expect a response. Where I feel that I am lacking is in a general email to a colleague. There are times that I do not receive a response which I find annoying. By simplifying messages and making them clearer I can make it easier for the recipient to interpret my meaning behind the email. 
This also feeds into the Presentation that I created, because I wanted to say everything, then I included too much information and the video went on for far too long. 

This objective can be enacted immediately as I feel I already have the skills to strip down my message to the critical points. It may take a bit longer to write the message out, but by reviewing it before I send it, I can make the job of decoding it easier for the recipient. 

Objective 4: The final objective is choosing the right channel. I feel there is an over reliance on emails, so by getting out of the office and meeting with recipients I feel I can improve my Emotional Intelligence. My employer will probably ask me to write down any meeting into an email afterwards, but if I am successful I will still be able to get good outcomes, and improve myself as well. 
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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?

	[bookmark: _Hlk73226840]
Improve the visual layout of my presentations. 



	· Change the colours of text.
· Change the background of slides
	Objectivity. I should have asked for more feedback from my practice presentation on the appearance
	Include this feedback in future questionnaires

	
Reduce the length of my presentation
	· Cut out non-critical slides.
· Cut out information that is not as pertinent to the presentation. 

	Understanding of the actual limits I was supposed to comply with. 
	· Double check, and do not assume knowledge.
· Reduce introduction length.
 

	Stop saying “erm, mmm, hmmmm”
	· Practice my presentation to reduce these occurrences.
	· Confidence in my speech

· Correct practice.
	· Slow down speech
· Take a deep breath when transitioning allowing brain to get into gear
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	Specific
	Measurable
	Achievable
	Relevant
	Time Limited

	Listen to Podcasts to improve listening skills 
(Gonulal, 2020)
	Minimum of one 15-minute Podcast a day.
	Use Spotify to select a new topic each day.
	Evidence from Gonulal shows that listening to a podcast can improve listening skills.
	One Month, meaning 30 different podcasts. This can then be extended to 2 months if required.

	Improve Emotional Intelligence (EQ)
	Continue to set goals in order to show motivation
	EQ can be practiced where it does not occur naturally in some people
	EQ is an area I am only average in and so can improve. This will make me better at my job. 
	Improving EQ should be a medium-term goal as it is not something that can be learned over night. 

	Create clearer Messages
	Ask for feedback on random emails to ensure my message is getting through
	Clearer message should mean a more concise message
	Although a different medium, my presentation was too long, so being clearer will also help with presentations
	This is or can be a short term goal. Making the message clearer and more concise may mean the message takes longer to construct, but is a skill I can get to grips with immediately.

	Channel Choice 
	Difficult to measure as it’s getting my points across but using another channel as opposed to constant email. 
	Easily achievable, although my employer will probably ask that we make any F2F conversation into an email for audit purposes. 
	Improving the channel and meeting people face to face will also allow me to improve my EQ with other people
	Immediately. Short term goal.
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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?

	Improve Listening skills
	Evidence shows that listening to podcasts improves listening abilities
	Re-take the quizzes and see if my score has improved
	Initially one month, but can extend if required. 
	· Spotify- has many different subjects and podcasts available.
· Mobile Phone 

	Improve EQ
	· Practice responding not reacting.
· Observe my own feelings
	Better connect with work colleagues, especially people who come to the Welfare Dept. 
	1 year initially.
	· Keeping a diary to note how my emotions are. 
· 


	Clearer Messaging
	· Proofread what I construct.
· Remove what I think are tones from my writing.
	Ask for feedback on my writing. If successful then words such as clear, concise, and to the point should come up
	Immediately, but ask for feedback by the end of the month.
	· Computer
· Recipient’s feedback


	Choosing a better channel
	· Get out of the office and meet with people I need to engage with
	Being able to get my point across but with meeting people as well.
	Immediate task. 
	· Preparation before meetings
· Have all the facts before engaging face 2 face.




	       C
	Currency:- Written and published in 2010 but can be updated as required. 


	  R
	Relevance:- Very relevant. Gives detail on how to write in different modes of communication
 

	  A
	Authority:-  Is a Joint Service Publication for the MOD. Gives instruction on how to write up to ministerial level. 


	  A
	Accuracy:- Is written as a direction, so this is the authors intent on what he wants to see in the MOD and its writing practices.


	  P
	Purpose:- Is used by the reader to highlight how to write in defence. Gives guidance, and has links to reinforce points
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‌ DEFENCE WRITING GUIDE. (2010). [online] . Available at: https://www.mylocalservices.co.uk/images/JSP101-Writing-Guide.pdf  [Accessed 26 May 2021].
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Interpersonal Skills Self-Assessment

Your total score is: 65%

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: 52% (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 effecti istening. Although your listening skills are OK, you should think
about developing them further by consciously practising effective and active listening.

See our pages: Listening Skills and Active Listening for more on developing listening skills
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Emotional Intelligence
Your score: 55% (Average)

You achieved an average score for the emotional intelligence part of the assessment. Emotional intelligence is a measure of how well
you understand and deal with your emotions and the emotions of others. Developing a better awareness of emotions and under-
standing why you and others behave in certain ways will enhance your interpersonal skills. It is worth taking some time to under-
stand and improve your emotional intelligence as it could be the most important aspect of personal development. Research has
shown that people with higher emotional intelligence enjoy more satisfying and successful careers and relationships.

See our pages: Emotional Intelligence and Counselling for more information

Verbal Communication
Your score: 77% (Above Average)

(You rated your verbal communication skills as: Average)

Your verbal or spoken communication is above average: you normally use appropriate language and know when to talk, and when
not to talk. Having good verbal communication means that you can express yourself well to others — explaining your ideas and opin-
ions in such a way that they are usually understood by others. Of course, you can always further improve your verbal
communication.

See our pages: Verbal Communication and Effective Speaking for more information.
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Communicating in Groups
Your score: 73% (Above Average)

You usually communicate well in a group situation and your skills in this area are above average. You are probably quite a confident
person who feels comfortable making appropriate contributions in group settings. Although how you behave in a group situation is
linked to your self-esteem, your ability to listen and process information and speak effectively are also important. You may find it
useful to watch others the next time you are in a group situation for ideas on how you can improve your communication skills
further.

See our pages: Group Cohesiveness and Self-Esteem for more on developing your group working skills
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Colciate My Total

Score Interpretation

E

1535 Youneed 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

55 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)

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 respect you for your ability to communicate clearly and they appreciate
your listening skills. (Read below for more.)
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The Source - Planning Your Message

(Questions 2, 11)

Your score is 6 out of 10 # e

Before you start communicating, take a moment to figure out what you want to say, and why. Don't
waste time conveying information that isn't necessary — and don't waste the listener or reader's time

either. Too often, people just keep talking o writing because they think that by saying more theyll
surely cover all the points. Often, however, all they do is confuse the people that they're talking to.

To plan your communication ©:
= Understand your objective. Why are you communicating?
= Understand your audience. With whom are you communicating? What do they need to know?
= Plan what you want to say, and how you'll send the message.
- Seek feedback on how well your message was received.
When you do this, you'll be able to craft a message that will be received positively by your audience.

Good communicators use the KISS © (‘Keep It Simple and Straightforward") principle. They know
that less is often more, and that good communication should be efficient as well as effective.
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Encoding - Creating a Clear, Well-Crafted Message

(Questions 1,5, 8, 10, 15)

Your score is flout of 25

When you know what you want to say, decide exactly how you'l say it. You're responsible for
sending a message that's clear and concise. To achieve this, you need to consider not only what
you'll say, but also how you think the recipient will perceive it

We often focus on the message that we want to send, and the way in which we'll send it. But if our
message is delivered without considering the recipient's perspective, it's likely that part of that
message will be lost. To communicate more effectively:

« Understand what you truly need and want to say.
« Anticipate the other person's reaction to your message.

« Choose words and body language that allow the other person to really hear what you're saying.

With written communication ©, make sure that what you write will be perceived the way you intend.
Words on a page generally have no emotion — they don't "smile" or *frown" at you while you're
reading them (unless you're a very talented witer, of course)

When writing, take time to do the following:
- Review your style.
- Avoid jargon © or slang.
= Check your grammar and punctuation.

« Check also for tone, attitude, nuance, and other subtleties. If you think the message may be.
misunderstood, it probably will. Take the time to clarify it!

« Familiarize yourself with your company's writing policies or style guides.

Another important consideration is to use pictures, charts, and diagrams wherever possible. As the
saying goes, "a picture speaks a thousand words.” Our article on charts and graphs © has some
great tips that help you to use these to communicate clearly.

Also, whether you speak or write your message, consider the cultural context ©. If there's potential
for miscommunication or misunderstanding due to cultural or language barriers, address these
issues in advance. Consult with people who are familiar with these types of barriers and do your
research, so that you're aware of problems you may face. See our article on Effective Cross-Culture.
Communication © for more help.
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Choosing the Right Channel

(Questions 7, 11, 13)
Your score is 10 out of 15 e

Along with encoding your message, you need to choose the best communication channel to use to
send it. You want to be efficient, while also making the most of your communication opportunity.

Using email to send simple directions is practical. However, if you want to delegate a complex task,
an email will probably just lead to more questions, so it may be best to arrange a time to speak in
person. And if your communication has any negative emotional content, stay well away from email!
Make sure that you communicate face to face or by phone, so that you can judge the impact of your
words and adjust your message appropriately.

When choosing the right channel for your message, consider the following:
+ The sensitivity and emotional content of the subject.

+ How easy itis to communicate detail

+ The receiver's preferences.

+ Time constraints.

« The need to ask and answer questions.
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Decoding — Receiving and Interpreting a Message

(Questions 3, 6,12, 14)
Your score s 12 out 0f 20 e

It can be easy to focus on speaking: we want to get our points out there, because we usually have
lots to say. However, to be a great communicator, you also need to step back, let the other person
talk, and listen.

This doesn't mean that you should be passive. Listening is hard work, which is why effective listening
is called active listening ©. To listen actively, give your undivided attention to the speaker:

« Lookat the person
+ Pay attention to his or her body language.

+ Avoid distractions.

+ Nod and smile to acknowledge points.

« Occasionally think back about what the person has said.

+ Allow the person to speak, without thinking about what you'l say next

« Don'tinterrupt.

Empathic listening also helps you decode messages accurately. To understand a message fully, you
have to understand the emotions and underlying feelings that the speaker is expressing. This is
where an understanding of body language © can be useful.
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Feedback

(Questions 4, 9)

Your score is 7 outof 10 k.

You need feedback, because without it, you can' be sure that people have understood your
message. Sometimes feedback is verbal, and sometimes it's not. We've looked at the importance of
asking questions and listening carefully. However, feedback through body language © can also help
You to assess the impact of your message. By watching the facial expressions, gestures, and posture
of the person you're communicating with, you can spot:

+ Confidence levels.
+ Defensiveness.

« Agreement.

+ Comprehension (or lack of understanding).
« Level of interest.

+ Level of engagement with the message.

« Truthfulness (or lying/dishonesty).

As a speaker, understanding your listener's body language can give you an opportunity to adjust
your message and make it more understandable, appealing, or interesting. As a listener, body
language can show you more about what the other person is saying. You can then ask questions to
ensure that you have, indeed, understood each other. In both situations, you can better avoid
miscommunication if it happens.

Feedback can also be formal. If you're communicating something really important, it can often be
‘worth asking questions of the person you're talking to make sure that they've understood fully. And
if you're receiving this sort of communication, repeat it in your own words to check your
understanding.
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