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This report will discuss the cycle of communication and what is needed to be done for effective communication to take place.  It will then talk about how my own communication skills are and what I can do to improve them, so that I can effectively communicate with my colleagues at work.
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(Shannon and Weaver, 1949)

Communication within the workplace is paramount.  It can be done verbally and non-verbally. Communication is a very technical thing and must be done properly so that the correct message is sent to the receiver.

There are several models which help to understand the cycle that communication follows. Shannon and Weaver created a model in 1949 that explains the method of communication (pictured above).  This model shows the different steps that are needed for good communication.

According to Shannon and Weaver (1949), the six steps of communication are sender, encoder, channel, decoder, receiver and feedback.

Sender – This is the first stage of the communication cycle. This is where a person has thought about something that they need to communicate whether it be by using language (speaking, email, letter) or whether it is using body language. 

Encoder – This is where the person who has decided they need to communicate something and they are now getting this message organised in their mind if they are going to say it or on a piece of paper/screen if it is a written message. During this step it is important for the person wanting to communicate to take several things into account before doing it.  They need to think about if they are going to be sending the correct message across.  According to Mulder(2019), this is where the person sending the message needs to get the message into a form that the receiver can understand. The sender will need to think about the language they are using and whether the receiver will understand.  For example, if a sender uses a lot of technical words and jargon, the receiver’s vocabulary may not be as advanced as the sender’s and this would then affect the way the receiver understands the message they are receiving.  The person sending the message also needs to think about if what their going to say is going to cause offence to the receiver due to cultural differences, educational differences or even the way they were brought up.
Channel – Now this is the step where the message is sent, whether that be verbally or non-verbally.  Now this is a tricky step and can be very difficult if doing it through letter or by email.  If the sender is giving this message through the medium of speech, they need to consider what body language and facial expressions they are using so that the correct message can be conveyed, as sometimes the words alone are not enough.  For instance, the sender may say something that might come across as offensive and upset the receiver; but if the message is delivered with the correct facial expression, such as a smirk, or correct body language such as a shoulder bump, this would then allow the receiver to understand that what was being said was meant as a joke. In an email or a letter, it can be difficult to convey a message in they way that a sender could face to face as there is no option of using body language or facial expressions, so communications must always be kept professional in these methods.

Receiving – According to Mulder (2019), the next step of the process is receiving.  This is what happens when the sender has conveyed their message and it has entered either the receiver’s sight, hearing or both.

Decoder –  According to Blenkinsop (2010), this is the stage where the receiver has heard or read the message that the sender has sent. The receiver is now decoding the information they have been given, verbally and non-verbally into an understandable language. Just like how every person is unique, every person will decode messages uniquely according to their culture, their knowledge and their social stance.  Therefore, it’s important for the sender to take these things into account before conveying their message.  It is easily possible to give the same message to two different people, but the message will be decoded differently by these people and they can potentially receive different messages.

Feedback - Now this is the last step of the communication cycle. This is when the receiver has interpreted the message that has been sent to them and they reply.  Most of the time, these replies are given consciously and verbally.  Non-verbal, conscious replies can also be given such as a smile or a nod of the head. There are times, though, that there can be some sub-conscious replies that are non-verbal that are given.  These are normally facial expressions such as confusion, or how the statement or message has made them feel.  If the communication method is face to face, the sender can then interpret the non-verbal communication that has been given to them and reply to that communication, such as if there is a look of confusion on the receiver’s face, they can then see that they may not be able to understand what is being communicated to them, so they can offer to re-phrase what they have just communicated in a way that the receiver may be able to understand. This cycle will then continue until the end of the conversation, or the end of the communication.

There is another factor that needs to be considered within the communication cycle that isn’t an actual step or stage.  This is noise.  According to Mulder (2019), there are two types of noise. Internal noise and external noise. External noise is what is going on in the surroundings, like music playing, another loud conversation going on in the vicinity, a ticking clock, a door slamming etc.  These external noises can detract the attention of the receiver from the sender.  It is sometimes possible to reduce these factors making it easier for the sender to convey their message to their receiver with less distractions making it easier for the receiver to concentrate and understand the message being communicated.  There is also internal noise.  This is what is happening with either the receiver or the sender.  It can be things such as looking at a phone so not able to concentrate properly on the communication; a headache.  A headache can hugely affect some peoples’ attention spans.  If a sender is experiencing the internal noise, they may struggle to encode their message properly making it difficult for the receiver to decode the message efficiently and if a receiver is experiencing internal noise, they will struggle to decode the message that the sender is conveying efficiently.

Within a business there are many modes of communication and they all need to be followed carefully using the communication cycle theory to be done effectively.  A manger within a business must be able to adapt and change how they encode a message for each person they want to deliver it to if necessary, as mentioned before different people can interpret messages differently, so as a manager, this needs to be taken into account.  Within a business, it would be advantageous to the team if communications were kept formal where possible, especially in any written communication as it is very difficult to decipher whether the person who is sending the message is joking or serious as there is no tone of voice, facial expressions or body language used in written communications.

If communication is poor within a business, it can lead to reduced productivity as staff members may not fully understand what is expected of them, because they have not understood what has been said to them. According to QLD.gov.au (2016), how effectively a business owner communicates will define how well the business will do.  A business owner that doesn’t show active listening skills (making eye contact, nodding, asking open-ending questions) will run the risk of losing deals and losing the respect of employees.

A business owner who can display good communication skills such as conveying their messages in an appropriate way, use the appropriate facial expressions, use appropriate body language and use active listening skills will gain respect from their prospective clients, employees and suppliers which then lead on to being able to run their business effectively.  If they communicate efficiently, they are more likely able to get people to do what they want them to do. People normally tend to respond better to requests rather than orders.

In summary, here is a list of to do’s and not to do’s when communicating within a business.

	To Do
	Not To Do

	● Think about what you are trying to say.
	● Have external noises during the communication cycle where possible.

	● Take into consideration who you are communicating with.
	● Use an inappropriate tone of voice.

	● Ensure that your listener is ready to listen.
	● Be too informal.  This can sometimes mix up the message you are trying to send.

	● Use appropriate non-verbal cues.
	● Seem uninterested when somebody is trying to communicate with.

	● Use active listening skills.
	● Be occupied with anything else during the communication cycle.

	● Use appropriate tone of voice.
	● Use jargon and language the receiver may not understand.

	● Ask open ended questions.
	● Use inappropriate body language.
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Before this module, I believed I had good communication skills on a one to one basis.  I have always struggled talking to bigger groups of people, especially giving presentations.  To help me with this module and knowing how other people feel that I communicate, I asked a few colleagues at work to fill in a questionnaire so that I could look at the results and see where I could improve with my communication.  For the other half of this module, I had to give a presentation on ‘Effective Team Working’ and I asked the people who watched me deliver the presentation to give me feedback.  I also took part in two online surveys regarding communication skills, which I have attached the results to this report. (See Appendix A).

The results I had back surprised me.  I felt that I was better at communicating than I am.  From the information that I obtained from my colleagues; it seems that they don’t always think I’m listening when I am. This is normally because due to working in a care home, I tend to be doing a few things at once.  I felt quite upset at that as I thought I was a good listener and thought my colleagues felt the same.  I have vowed to be better and have come up with an action plan to improve this skill, which I have provided in my gap analysis.

I also learnt from my colleagues that I have a poker face.  They say that when speaking to me, they don’t really get much of a clue of what I’m thinking.  Again, this shocked me.  I have decided that I should do some research and take the time to practice on my communication skills.  There are lots of resources online I can use to help me improve my skills.

According to mindtools (2019), I am a capable communicator, but I need to think about my approach to communicating when sending and receiving messages.  They have a link to click on that can give me some useful information to help me make improvements where I need to.

According to Skills You Need (2019), my emotional intelligence, my communicating in groups and my listening skills are average.  My verbal communication skills are below average.  With these assessments come some pointers on how I can improve each sector, which I will take heed to.

The feedback I received from my fellow students also surprised me.  I felt that I was terrible at delivering presentations and I always get massive feelings of anxiety before delivering one, but the comments I had for my feedback were all positive. They said the presentation I gave was very well thought out, well laid out and that I spoke clearly and loudly enough, and that the presentation was easy to follow.  From these comments, I have had a bit of boost of confidence and have realised that that is where I need to improve.  My confidence.  Giving presentations isn’t something I do regularly in my line of work, but from my experience of this one, I know I need to spend more time practicing saying my presentation out loud.  I think this will make me more comfortable when the time comes to delivering it.
[bookmark: _Toc9181648]
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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?

	I want to feel more comfortable talking in bigger groups of people.





	I can talk in groups of people, but not fluently and confidently.
	Confidence that I am going to remember what I need to say.
	When I know I’m going to be delivering a presentation, I need to spend longer preparing to speak in front of people.

	I want to communicate effectively with my colleagues consistently.
	I can communicate with my colleagues effectively most of the time.
	Appropriate facial expressions. Sometimes my face doesn’t say what I’m thinking, and this can give my colleagues the wrong idea.
	When I am communicating with my colleagues, I need to get rid of any internal noise within me, so I can really concentrate on what they are saying so that I can respond appropriately.

	I Want my colleagues to feel that I am really listening to them when they are speaking to me.
	I do listen to my colleagues and act on anything they have said.
	I am lacking giving them my full attention when they are speaking to me, which gives them the impression sometimes that I’m not hearing what they are saying.
	When a colleague wants to speak to me, either put the task I am currently doing on hold and give them my full attention, or if I can’t put the task on hold, ask them if they would mind waiting until I have finished so that they will have my undivided attention.
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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?

	Improve my listening skills.
	Resources on the internet giving me training and pointers how to do this.
	I will ask my colleagues again after I have done my ‘training’ to reassess me.
	1 month.
	I need resources online and my colleagues as my assessors.

	Improve my facial expressions whilst communicating.
	I need to use some online resources to know how to let my face react and I need to practice at home with my family.
	My colleagues will tell me that my facial expressions are now matching what they think I am thinking. 
	2 months.
	I will need the internet, my family and my colleagues.

	Improve my verbal communication skills.
	I need to take what I have learnt from this module and put it into practice.
	My colleagues will tell me when I ask them to reassess me in 1 month time.
	1 Month
	I will need to you use mindtools and skills you need for the advice they have given me and I will need my colleagues to tell me if I am improving or not.
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This report has opened my eyes and shown me that I am not as good at communicating as I thought I was.  By evaluating my skills as a communicator, I have now been able to put some strategies in place so that I can try and improve them so that I am able to communicate with my team at my fell potential.
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Mind Tools Communication Quiz
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Your total score is: 56%

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.





image4.png
Listening Skills
Your score: 65% (Average)

(You rated your listening skills as: Above 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 effective listening. Although your listening skills are OK, you should think
about developing them further by consciously practising effective and active listening.
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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
understanding why you and others behave in certain ways will enhance your interpersonal skills. It is worth taking some time to
understand 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.
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Verbal Communication
Your score: 45% (Below Average)

(You rated your verbal communication skills as: Average)

Your verbal or spoken communication is below average — you should probably think about ways which you can practise and improve
your verbal communication. Your verbal communication skills may be a result of low self-esteem or over-confidence, this is
something that you will be able to recognise in yourself. Over-confident people may use unfamiliar language or jargon when
speaking to others, making them difficult to understand. People with low self-esteem may not feel able to confidently communicate
their ideas and opinions. It is also possible that you have been overly self-critical in your assessment — ask a friend or family
member how they rate your verbal communication.
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Communicating in Groups

Your score: 58% (Average)

Based on the answers you provided you have average confidence levels when communicating in group situations. You are likely to
handle most group situations adequately, although you may well be nervous in some situations. Communicating effectively in
groups is an important part of your overall interpersonal skills and is useful in many different areas of life. Next time you’re ina
group situation watch the other participants to pick up some ideas of what you can do, and what you can avoid doing, to improve
your presence in group situations.
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Your Score is 49
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You're a capable communicator, but you sometimes experience communication
problems. Take 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)
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