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Griffiths and Dunham (2015) define communication as the conveying of emotions, information or ideas, between a sender(s) and receiver(s), resulting in a mutual understanding. Additionally, within the workplace communication is defined as the ability to share and develop a circulation of information between colleagues at all levels within an organisation, in order to achieve compelling results (Ferrin, 2016). However, Morgan (2017) suggests the communication process is complicated and intended outcomes are not guaranteed, therefore, clarification of understanding between the sender and receiver is vital. (Morgan, 2017).
[bookmark: _Hlk73206243][bookmark: _Hlk73206271]Tabalan (2016) highlights the importance of effective workplace communication and states that ineffective communication can cost the company money and affect productivity. Furthermore, the ability to communicate in a way in which messages are clearly conveyed and received as intended, is vital to workplace performance (Morgan 2017). Kinnick and Parton (2005) claim the foundations to individual, team and organisational success are effective communication skills. 
Interestingly, Morgan (2017) cites communication as the common cause of relationship issues within the workplace. Baraclough (2021) found that communication impacts 97% of employee’s daily tasks, 86% of employee’s cite ineffective communication for failures within the workplace, and 69% of managers feel uncomfortable whilst communicating with employees.

[bookmark: _Toc73272219]Forms of Communication

[bookmark: _Hlk73206352][bookmark: _Hlk73206367]Verbal communication is defined as the use of words and sounds, created through language, that are used to transport messages to others (Quintanilla & Wahl, 2017). Verbal communication includes spoken, written and signed forms of language (Ionos, 2020a).
[bookmark: _Hlk73206447]According to Sibiya (2018), the use of verbal communication within the workplace is vitally used as a method to inform, inquire, argue and discuss all topics. It is also essential for building rapport with colleagues, managers, and customers in order to achieve efficiency within a team and maximise skills (Ionos, 2020a). Hargie and Dickson (2004) state that simply being polite and following basic protocols will aid the process of verbal communication. It is also important to assess each situation on an individual level and adapt verbal communication appropriately, depending on the reason for communication and the relationship between the sender and receiver (Ionos, 2020a). 
Morgan (2017) identifies some key indicators of low and high confidence behaviours displayed in verbal communication (Figure 1). Using hesitation, showing unsureness of situations and using tag questions, a statement followed by an interrogative question such as ‘didn’t you?’, can demonstrate low-confidence in individuals. Whereas, displaying positivity, praising others, being accountable and learning from mistakes demonstrates high-confidence. 
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Within an administration role in an educational setting, a range of verbal communication methods are used to communicate with colleagues, managers and clients. This includes spoken communication in the form of face-to-face and telephone methods and written communication in the form of letters, emails, signs and posters. Levels of formality and language are often adapted to suit the recipient and the subject. For example, informal, basic language may be required during regular communication with a pupil in order to provide understanding and build rapport, whereas a more formal language may be required when dealing with an issue, allowing authority and the level of seriousness to be conveyed. Verbal communication is also translated to Welsh to meet the needs of Welsh-speaking clients. Whilst communicating verbally, it is important to display confidence at all times to achieve efficiency whilst gaining respect and credibility.
[bookmark: _Hlk73206486]Morgan (2017) claims that face-to face communication is one of the most complete and important forms, as it usually consists of verbal and non-verbal methods. However, Harrison and Crouch (1975) state that verbal communication only plays a small part in the process, with non-verbal communication setting the scene and providing structure for all ensuing communication.
[bookmark: _Hlk73206541]Non-Verbal communication is defined as any communication which does not use words (DePaulo & Friedman, 1998). According to Patterson (1983), the key functions which form non-verbal communication are identification, relationship, emotion and delivery. The components of each function and issues which can result from each within the workplace are shown below (Figure 2).
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Goleman (2006) states that an accurate perception of non-verbal communication aids the listener in understanding the intent of the speaker and therefore, non-verbal cues not only help the receiver understand a message, but also helps the flow of the conversation. 
Non-verbal communication also allows both parties to support and grow existing relationships (Phutela, 2015). In a leadership role, non-verbal communication is referred to as a ‘silent language’, allowing leaders to build a culture of trust with employees (Gorman, 2011). Using appropriate non-verbal communication also demonstrates confidence, which many employers encourage (Smith, 2013). 
According to Ionos (2020b) the main forms of non-verbal behaviours include facial expressions, gestures, eye contact, body language, habits, and para-verbal communication - one’s oral behaviour such as speed, volume, pitch or intonation of speech.
Within the education workplace mentioned above, the above forms of non-verbal communication are utilised to provide a welcoming and credible environment. For example, ensuring eye contact is maintained and appropriate facial expressions, body language and gestures are used. Appropriate use of para-verbal communication is also used to aid the understanding of verbal communication by providing additional context to the information being transmitted.

[bookmark: _Toc73272220]Communication Cycles

[bookmark: _Hlk73206676][bookmark: _Hlk73206716]Madlock (2008) notes that when communication is strategically planned, organisations are more effectively able to achieve goals. Communication models are essential aids for examining communication methods and an effective model will clarify and simplify the communication process, whilst also providing a structure for dialog concerning problems within the process (Mortensen, 1972). 

The Shannon and Weaver Model (Figure 3) focuses on five key mechanisms in the communication process; 
1. Sender, 
2. Encoder, 
3. Channel, 
4. Decoder, 
5. Receiver. 
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The ‘Sender’ holds the information and begins the communication process by deciding what message to send, who to send it to and how to send it. The ‘Encoder’ is a person or device that encodes the information into signals to be transmitted, for example this could be via a range of means such as radio waves, speech or visual cues. The ‘Channel’ refers to the medium in which the information is shared, this may include soundwaves, telephone, post or email platforms. Vitally, at this stage suitable technological devices may be required in order to send and receive the message.  It is at this stage ‘noise’ may occur. Noise refers to any interference which may occur during the encoding and decoding of the message, which may alter the end result.  A key objective during this stage is for any causes of noise to be identified and minimised as much as possible. For example, within my workplace, I reduce noise by ensuring written communication is grammatically correct. I also ensure spoken communication is clear and concise. The ‘Decoder’ is where the message is received at the other end. This stage describes how the receiver interprets the message and converts it to something that makes sense. Again, this could be a device that does this electronically, or it could be a brain processing the information. The final stage is the ‘Receiver’. At this stage the message has arrived at the destination and the receiver has interpreted the message into something meaningful (Drew, 2021a).
The Shannon and Weaver model is seen as a comprehensive, transferrable model and is particularly useful in focusing on barriers to communicating effectively in order to identify problems (Drew 2021a). However, there are criticisms with the original model created in 1948 which did not include a ‘feedback’ element, with Drew (2021a) arguing that the intricacy of circular models is not included, namely the Osgood-Schramm model. Furthermore, Mortensen (1972) argues that any communication where the sender does not receive feedback is incomplete and ineffective. Feedback may consist of a simple verbal response such as ‘ok’, or a non-verbal cue such as a smile or frown (Jokinen, 2009).

The Osgood-Schramm Model (Figure 4) is circular and focuses on four points; 
1. Communication is a two-way cyclical process, 
2. Communication is traditionally equal and shared, 
3. Interpretation of messages is a major aspect, 
4. The communication process progresses through three steps - encoding, decoding and interpreting.
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Schramm (1954) also criticised linear models as being misleading, referring to communication as an endless process. Within Schramm’s model, both parties are referred to as an ‘Interpreter’ resulting in a two-way communication process where both parties are able to send and encode and receive and decode communication equally (Drew, 2021b).
In addition, the model places high importance on messages being interpreted in order for them to be fully understood. It is believed that an individual’s knowledge, experience and cultural background can impact how a message is sent, received and interpreted. However, the circular process allows both parties to reach a mutual conclusion and provide further explanation and feedback during the process. (Schramm, 1954; Drew, 2021b). 
Whilst this model is beneficial in a direct, circular process where mutual communication is conveyed, the model fails to recognise that communication may sometimes be unequally distributed, for example due to power balances or mass communication situations (Drew, 2021b).

Berlo’s S-M-C-R Model defines four stages of communication; 
1. Source, 
2. Medium, 
3. Channel,
4. Receiver.
Within each step, factors that affect each stage of the communication process are also identified (Figure 5). 

[bookmark: _heading=h.30j0zll][image: ]
[bookmark: _Hlk73206824]Constituting factors in the Source and Receiver stage mirror each other, these are communication skills, attitude, knowledge, social system and culture (Businesstopia, 2018). Berlo (1960) stipulates that the relationship between the Source and Receiver is of utmost importance within the cycle. Furthermore, Khalimzoda and Peterson (2016) highlight that the model equalises both the Source and Receiver and states that within the model, the optimum communication occurs when both possess similar constituting factors.
At the message stage, factors that may affect the process focus on the content of the message itself, non-verbal elements such as body language and how the message is conveyed, structured and transmitted. At the Channel stage, affecting factors focus on the five senses of humans; hearing, seeing, touching, smelling and tasting (Businesstopia, 2018).
There are also limitations to this model, as with Schaamm’s model, Berlo’s model does not allow for differences between both parties. The model also lacks a feedback and noise element (Businesstopia, 2018).

[bookmark: _Toc73272221]Assessing Own Communication Skills as a Manager

[bookmark: _Hlk73206900][bookmark: _Hlk73206912]According to Baird (1993), reflection is the foundation of learning and therefore, as professionals, in order to learn and develop it is vital personal performances are reflected upon. Therefore, I will evaluate my own communication skills and these findings will be used to produce a Gap Analysis and Personal Development Plan (PDP) using SMART objectives, in order to create manageable development goals (Appendix B). ‘SMART’ is the acronym for ‘Specific, Measurable, Attainable, Relevant and Time-based’, setting goals using SMART objectives can assist in planning, organising and providing structure to achieving goals (Indeed.com, 2020).
The 7 C’s of Communication focuses on key principles of effective communication. The purpose of the message should be clear, straight to the point, supported with facts, accurate and error free, understandable and logical, the message should contain all required information and it should have a welcoming and open tone which empathises with the receiver’s needs (MindTools, 2021). In addition, one essential skill to allow managers to adopt a “communication superhero” style is the ability to understand different styles of communication and identify their own personal style and those of others (Professional Development, n.d.).
[bookmark: _Hlk73206967][bookmark: _Hlk73206980]Four communication styles and their traits are shown below (Figure 5). An assertive style has been found to provide the maximum support to employees and is therefore, the optimum style for managers (Dasgupta, Suar, & Singh, 2013). Assertive communicators possess the correct balance of directness and confidence, enabling one to communicate in the interest of beliefs, preferences and goals, whilst also demonstrating empathy, in order to communicate clearly and in a respectful way (Sims, 2016).
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According to Comer and Drollinger (1999) the ability to actively listen is an integral part of the communication process. As such, they created an Active Empathetic Listening (AEL) model focusing on four key stages of listening; sensing, processing and responding which can be followed in any situation to achieve effective listening skills (Figure 7). 
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[bookmark: _Hlk73207013][bookmark: _Hlk73207025]By completing a communication style questionnaire (Appendix A), my own style has been identified as an assertive communicator. Within my workplace, I am confident in speaking up for my beliefs and goals whilst doing so tactfully and empathetically. I follow the AEL model to achieve an effective listening technique in order to display respect and respond appropriately. However, I am mindful that being assertive may be mistaken as a negative trait and this occasionally causes me to hold back and adopt a more passive style of communicating. Amanatullah and Tinsley (2013) found that non-assertive females are favoured more than those who are assertive. In addition, Omura et al. (2018) cite that hierarchy, poor relationships, and intimidation are limiting factors of an assertive style. In line with findings from Omura et al (2018), factors which limit my assertive style include the styles of others particularly when dealing with aggressive communicators and workplace culture when dealing with senior staff as I feel I lack the authority to communicate my own views.   
Recently, I presented information on Effective Teamworking to my peers. Feedback received has been collated into an evaluation form (Appendix B), in order for the results to be analysed. It is clear the information was communicated confidently and in an interesting manner, with appropriate use of visual aids. The objectives were clear and the presentation was logical. However, feedback indicates that I did not make appropriate use of time and the presentation was rushed. I was unable to respond appropriately to questions, which I believe was due to limitations of my subject knowledge. The above research and findings have been used to create a Gap Analysis and PDP in order to strengthen my communication skills with an overall mission to become an effective manager (Appendix C & D).
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	GAP ANALYSIS

	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 Welsh Language skills to ensure a bilingual service is provided
	Communicate basic information in Welsh
	In-depth knowledge of language

	Study Welsh Language

	Improve assertiveness to ensure efficiency and best working practices
	Demonstrate assertiveness in easy situations
	The ability to remain assertive in challenging situations
	Increase confidence and explore methods of assertiveness

	Improve relationship management - Effective relationships with staff members is essential, therefore I must ensure I am able to build these with my team as I feel this will increase productivity
	I can form relationships with staff members informally
	The ability to be comfortable when having to develop and interact formally with co-workers
	Ensure I maintain effective relationships by organising team building activities. To ensure I and my team are comfortable completing tasks in a pressured environment.

	Not become intimidated by colleagues to ensure I can speak with senior management effectively to ensure issues my ideas, thoughts and beliefs are shared effectively
	Send professional emails and communicate through devices
	The ability to confidently speak face-to-face with senior colleagues 
	Participate in activities which take me out of my comfort zone

	Develop Authority to ensure my team has respect for me
	Speak professionally within my team.
	Line manage and enforce poor workload with colleagues 
	Ensure I stick to my management principles and the procedures of my workplace environment,

	Improve presentation skills -to ensure I communicate effectively to my team
	I can create presentations and I am IT literate and know how to present
	Appropriate time management, appropriate knowledge to present without notes and respond to questions appropriately 
	Ensure I time my presentations and practise them before delivering. 
Increase my knowledge around the subject area to ensure notes are not needed
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	PERSONAL DEVELOPMENT PLAN (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?

	To be able to communicate effectively with all stakeholders through presentation skills 
	Take on board constructive criticism from BMSK4002 presentation.

Ensure effective presentations are produced 
	Future presentations 

Less notes and an increased knowledge of the subject I will be presenting
	November  2021
	Effective feedback from BMSK4002 module 

Complete presentation specific course if needed 

Ensure I time my presentations to ensure appropriate time management 

	Increased confidence to ensure I don't become intimidated when speaking to colleagues
	Engage with a confidence building course 

Increased awareness of the impotence of my role to ensure I realise the conversations I have are vital for business need 
	Greater sense of self-esteem after conversations with senior staff

Seek feedback from senior colleagues on my confidence when speaking

	December 2021
	Support from my employer to ensure I engage with a confidence building course.

	To be able to create a cohesive team environment 
	Develop an understanding of different team roles and an understanding of team building
	A cohesive happy team which works efficiently with increased productivity.

6 Monthly 360-degree feedback meeting with staff

	May 2022
	A team building course to understand how to build effective teams.

Completion of skills for workplace BMSK4002 module.

Organise a team building day for my staff members

Support from my employer to allow me to take a course in team building and finance the team building day.

	To be able to communicate effectively with my team using communication appropriate for the situation whilst developing authority
	Develop an awareness of how to become assertive when needed

Develop an awareness to use positive praise when necessary 

Develop an awareness on how to constructively criticise my staff members
	Open communication with staff members. 

Identifying improvements in the work produced by staff members who have received constructive criticism
	May 2022
	Engagement from staff to take on board constructive criticism 

An appropriate feedback/constructive criticism form


	To be able to speak fluently in Welsh and provide a bilingual service at all times and communicate with my staff members in their first Language 
	Develop a further understanding of the Welsh language
	When I can confidently and accurately communicate verbally in Welsh
	May 2023
	A Welsh language course to provide me with the knowledge.

Support from my employer to attend course.

Support from colleagues and customers to allow me to practice my learned skills.





image5.png
LN

Interpreter

{

Figure 4: Osgood-Schramm Model (Schramm, 1954)




image6.png
Berlo's Model of Communication

oecodes
Channel Recawer

Communicaton
"o

Aittudes

Knowedge Knowledge.
smaling Socursysam
tastng cunre

2 Source encodes 8 message for  channelto  recelver who decodes the message:
SHCR Model

Figure 5: Berlo’s.Model of Communication (Businessiopia, 2018)




image7.png
Assertive Communication

High openness
of communication

x
&

for others
519410 10§
1eJapisuoa yl

uoyy

Low openness
of communication ,..........

[Figure 6: Communication Styles (Buffalmang, n.d.)





image8.png
Dimensions of Active Empathetic Listening

Dimension _____ Conceptual Defiiton

Sensing Roceiving al cues emited by prospect.

Verbal: Receiving il verbal cues incuding words,inflcton, paralanguage. Involves
hearing, noting inflection,attending to the message, sonsing the tone o the message.

Non-verbal: Receiing allnon-verbal cues (body language, facal expressions,
proximics). Receiving by all senses, notjust hearing.

Procossing Mentaly processing the material it has been received.

Understanding: Ascriing accurate mearing 1o the words, moaning of messages
underlying the words incuding emtions, thoughts, feelings.

Intepretig: Assessing th impications of the messages. Comparing incoming
messages to those i memory. Being alert 1o discropancies.

Evaluating. Assessing appropriateness, lacing value, and prioriizing importance of
messages. Determining key messages.
‘Romembering: Commiting new material to memory. Updating knowledge structures.

Responding. Assuring prospecticustomer that stoning has occurred. Encouraging communicaton o
continue. Montoring responsos carofuly.
Verbat. Gving appropriate verbal responses (e, acknowledging, agreeing),short
prompts, paraphvasing, questoning. Using appropriate one of voice, nfection and using
familar torminology.
Non-Verbat. Maintaining appropriate eye contact, facia expressions, head nods, and
body language.

Figure 7: Dimensions of Active Empathetic Listening (Comer and Dyolinger, 1999)
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Result: Assertive
Communicator

Share Your Result

] share W Tweet

Congratulations! You've achieved that sought-after mix of confidence,
directness, and empathy that so few people get right. The assertive
communication style allows you to get what you want and achieve your goals
while still respecting others, which means they will respect you in turn. While
everyone is capable of employing this communication style, it takes a person
who is able to be decisive, take responsibility, and listen effectively to truly
master it. Moving forward, know that the way you interact with others is an
asset you should highlight and feel proud of.
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Evaluation of Presentation and Feedback:

Feedback from the audience has been analysed in order to evaluate presentation skills

and define the areas that need improving,

“The evaluation sheet that has been used for this activity is shown below

Feedback from Viewers

Presentation Evaluation Sheet

Module: BMSK4002

Topic: Effective Team Working

Date: 27/05/2021 Name of Presenter: Kirsty Owen
Feedback

Weak | _Far Good | Excellent
Prepared for Presentation 000000
Presented in an interesting way 000 X0
Objectives of the presentation are clear xx X000
Used visual aids effectively X 000¢
Organised the presentation logicall ¢ X000
Spoke loudly enough X 000¢
Spoke slowy and clearh 000 xx
Presented within appropriate time ¢ X0 x
Responded to questions accuratel ¢ xx xx

What can 1 do better next fime?

+ Spread the side informaion across
more sides vihich would make it
casier for the audience to read and
digest

+ Aot of nformation was provided n a
short space of time.

+ Dontrush, speak slower x2

+ Minimum detailwas provided when
answering questions.

What went wellz

Excellent
Spoke confidently

1liked the visuals on your sides

Flovied wellx 2

Reall ke your personal experiences, they
were a nice addiion

Clear screens

Good knowledge x 2

Visually appeaiing

Well thought out
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Figure 1: Verbal behaviours displayed in situations of low and high confidence
(Morgan, 2017)
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Function Components Examples of Workplace Issues
Identification W Appearance W Employee-Culture Fit
W Space W Work-Life Balance

W Attire and Uniform
W Workplace Discrimination

Relationship W Facial Behavior W Status and Power Displays

W Touch M Leadership Perceptions

W Space W Sexual Harassment

W Organizational Culture

Emotion M Facial Behavior W Employee Motivation

W Movement W Workplace Productivity

M Vocal Behavior W Team Rapport
Delivery W Facial Behavior M Interviewing Techniques

‘W Movement
‘M Vocal Behavior
W Time

W Performance Assessments
W Communication Effectiveness
W Salesperson Persuasiveness

Figure 2: Nonverbal functions, components and examples of workplace issues that

are relevant to these functions (Kudesia & Elfenbein, 2013)
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SHANNON-WEAVER'S MODEL oF COMMUNICATION

Figure 3: Shannon-Weaver's Model of Communication (Shannon & Weaver, 1949)




