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[bookmark: _Hlk40780800][bookmark: _Toc41067376]Communication Cycle

[bookmark: _Hlk40827282]Guo and Sanchez, (2005, p.71) define communication as a means of transmitting information, so that one can be understood by an individual or a group of individuals. Stating that communication is a challenge for managers due to being responsible in providing information to encourage effective performances and relationships within the workplace. It is also considered that the communication is not effective until information has been understood by the sender and receiver.
When describing the context of communication, Morgan (2017a, p. 245) identifies that non-verbal communication, paralinguistic cues and how we channel our communication will affect the way that we ‘code’ messages. However the message that is ‘decoded’ by the recipient could be interpreted differently if the senders’ communication aspects mentioned above are misinterpreted. Both perspectives recognise that communication takes place between senders and receivers and involves coding and decoding in which it can be applied to many theories of communication.		
The Model of Communication (Shannon and Weaver,1949, p. 7) illustrates the transmission of communication from the sender to the receiver. The transmission begins with the source of information, where the desired message is selected. In the report writer’s workplace this message can be generally considered as a verbal or written communication, sent via channels such as telephone or email. The transmission of the information will, therefore, be encoded through the transmitter via the chosen communication channel. It is at this point that noise can affect the reception of the message. Noise can include disruptions in sound, identifiable through signal problems and static or background and environmental noise. The addition of noise can, therefore, affect the accuracy of the information that is received, affecting how the message is decoded. Feedback from the receiver back to the sender would be needed in this instance to ensure a message is understood. 
	Shannon and Weaver’s model on communication was adapted by David Berlo in 1960 and included the skills and attitudes used in sending and receiving messages. Berlo’s SMRC Model of Communication (1960) does not include noise as a factor but elaborates on all other components. When considering the information or source, Berlo thinks about the communication skills, attitude, potential knowledge, or lack of and cultural differences of the sender. This is also applied at the other end of the communication cycle, with the receiver. These ideas can affect how a message is interpreted and whether or not it is understood, it is also important to consider that these factors can contribute to the effectiveness or ineffectiveness of management communication. Berlo considers the message that is transmitted by its content, non-verbal elements, the treatment of the received message in terms of understanding, the structure in which the message has been arranged for delivery, and the code in which its sent; language, written communication and visual. Berlo further explores senses such as hearing, touch, smell and taste when considering the ‘Channel’ in which the message is sent.
[bookmark: _Hlk40917941]	When comparing these two theories it is now necessary to consider that whilst Berlo provides a more comprehensive breakdown of the communication cycle it doesn’t consider noise or feedback as a component. Feedback is an important factor when considering understanding, although the sender/receiver factors can contribute to understanding, as a model it doesn’t recommend to seek feedback and to ensure understanding and is, therefore, a one-directional, linear model. Furthermore, Crockett (2011, quoted in Quintanilla, 2017a p. 47) suggests that only 25-50% of a message will be remembered by the receiver, this statistic indicates that to be effective in communication, feedback should be a part of the cycle. If feedback does not occur the sender will not know if the message has been delivered.
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[bookmark: _Hlk40921481]The report writer identifies that telephone communication in their workplace is regularly affected by noise interference, a component in the Shannon and Weaver model. The environment is loud and as part of the businesses brand it will remain so, consequently, the report writer has considered how to overcome noise. Telephone calls during busy times are usually directed to social media channels where written communication is preferred, calls during quieter times are more frequently answered but music noise has to be reduced dramatically to ensure communication between the sender and receiver is understood. However it is also considered that communication via Email or social media messaging can have its disadvantages. Morgan (2017b, p. 247) suggests that sending an email or written communication can slow down communication and would recommend identifying the best channel to use based on the urgency of the message, the number of receivers involved and the potential of any misunderstanding. 
For efficient client communication to take place it is important to be able to adapt to different situations and methods of communication. Within the report writers industry, communication is extremely important and if it is not practised with skill and knowledge, it can cause negative effects on the business. Communication is needed to engage with clients, to understand what treatments they require and if they have any contra-indications. Failure to obtain client data that is collated through communication, can result in heavy fines and lawsuits. Staff should also be aware of the language they use with clients, and age, sex and culture could be considered when maintaining client relations. For example, older clients may not understand the modern-day terms of a younger staff member and older staff may insult younger clients with levels of intelligence or wisdom. Therefore being professional in a communicational approach is necessary.
Knowing how to deal with difficult communications like complaints could become a barrier if staff do not feel comfortable or experienced enough to deal with the situation. These factors can also apply to staff interactions, using the correct tone of voice with staff in discussion and when delegating can interpret how a message is decoded and received, the language that is used should be considered at an understandable level of intellect so that staff do not feel inferior. When considering difficult communication with staff, such as disciplinaries or complaints it can be considered which channel of communication to use. As aforementioned Morgan would suggest choosing the best channel based on urgency, people involved and the possibility of misunderstanding.
Written communication is heavily relied upon as previously mentioned and is also a confident strength of the report writer, however, there have been occasions where messages have been deleted or lost by accident, thus affecting customer relations and retention. There has been an occasion where a bridal client has been lost due to an email response being saved as a draft instead of being sent. This could have been avoided by either having a system in place to monitor enquiries or by regularly checking email drafts. The report writer however, believes that the benefits of written communication within the workplace, when considering client bookings is the most effective channel. This provides a written transcript and log of all communication and can help to identify any problems. The business takes a deposit for all treatments and clearly states in each booking that spaces are not held without one. There have been occasions where clients have turned up without paying a deposit but argued they should still be seen despite being fully booked. Without proof of this message it could have caused a difficult conversation during a busy time.


[bookmark: _Toc41067378]Active Listening 

Active listening in the report writer’s workplace can be applied to accepting feedback, as well as communicating effectively with clients and staff. When discussing the Importance of company decision making for the retailer Best Buy, Reid, (2014, quoted in Quintanilla, 2017b, p. 47) agrees that customer feedback should be encouraged to influence business decisions. Mehrabian’s (1981, quoted in Griffiths and Dunham, 2015, p. 96) suggests that messages are predominantly understood through non-verbal cues, the report writer compiled a graph to illustrate how the non-verbal cues dominate over the words that are spoken. This would suggest that to actively listen in conversations, you should also consider these other factors as spoken words only contribute to 7% of the message.
	


Duck and McMahan describe non-verbal communication as ,

“any symbolic activity that communicates a message other than words. This definition covers a wide range of topics: facial expression, hand movements, dress, tattoos, jewellery, physical attractiveness, timing of what happens, distance, tone of voice, eye movements, the positioning of furniture to create atmosphere, touch, and smell – and that is not an exhaustive list.”       
							Duck, S. & McMahan, D. (2015, p.89)

Active listening is discovered as a weakness in the report writer, when analysing feedback for the Listening Skills quiz (Appendix A) it was discovered, although not surprisingly, that listening skills could be improved, paying attention to empathetic listening. Feedback on the answers given has helped to construct the personal development plan discussed later. 
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The understanding of communication models has contributed to the report writers effort in Part One’s presentation, by exploring ideas such as noise disruption the report writer successfully requested that the audience muted their microphones to eliminate any background noise so that verbal communication could be heard and understood. However feedback (Appendix B) suggested that first impressions and body language could have been better when considering non-verbal communication. Planning for future presentations should pay particular attention to these easily corrected factors by ensuring the environment is clear of obstacles, there are no distractions and to sit away from the laptop camera so the audience can assess body language.
According to results from The Communication Style Questionnaire (Appendix C) The report writer scored highest as a passive communicator followed by an assertive communicator. This would indicate that as a passive communicator the report writer can regularly put themselves into positions of ‘loosing’ to the other communicator by not considering their own needs. Steps for improvement towards becoming a predominantly assertive communicator can be made using tools such as a  personal development plan. By practicing verbal communication and planning the report writer should be able to communicate effectively without feeling guilty for putting personal needs first. 
The report writer used the Communication Effectiveness Questionnaire (Appendix D) to gather feedback from a Junior member of staff. Due to the current Covid-19 restrictions and personal obstacles for the junior, the questionnaire was completed via phone call. During the phone call, there were noise obstacles from the surrounding environment and connection issues due to the call needing to be made via Wi-Fi. This was soon corrected when both the sender and receiver of this communication changed their environment and sat closer to Wi-Fi hotspots. The report writer began by asking the junior to be completely honest in their responses and that any feedback that they may perceive as negative is welcomed as it can provide a better understanding of communication within the workplace and how it can be improved. Questions were then asked, and due to the channel that was used, this enabled the junior to be able to ask for examples if the question was not understood. If this had been emailed to the recipient or filled out on paper the junior may not have felt comfortable to ask, resulting in inaccurate data. During this process the report writer practised some communication skills learned in this module such as actively listening, applying verbal communication and use of directional cues to know when to speak. Feedback was practised to ensure communication was understood. Once the questionnaire was complete the report writer decided to let the junior answer the last two questions in writing, which they then sent via WhatsApp (Appendix D). The data from these findings have been turned into information and applied as knowledge to a personal development plan. 
When analysing this information, in addition to the feedback from The Active Listening Quiz (Appendix A)  the report writer discovered they need to increase their practice of active listening. This has been identified as an opportunity to ensure that staff meetings that have been planned in previous modules go ahead. To actively listen, the report writer must engage in eye contact, practice patience and pay attention, especially to the habit of not letting people finish what they are saying. This can be practised by showing interest and giving feedback to clarify understanding. It is also important to consider, given the busy environment of the report writers workplace time should be set aside for one to one and team discussions by scheduling meetings weekly.
	
[bookmark: _Toc41067381]Conclusion

The report writer now understands a good communicator as someone who can deliver information effectively within the workplace, by understanding key communication theories and applying communication skills. Research and evidence suggests that the report writer’s communication is of good standard, but as discovered in the results of the MindTools Communication quiz (Appendix E) receiving messages as well as delivering them can play a key role in the overall effectiveness at management level. As a result of this module a personal development plan can be found in Appendix F & G
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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?

	Prepare an effortless presentation for my next assignment
	Communicate well verbally
	First impressions/impact
Body language and 
	Plan ahead, make sure environment is tidy, no obstacles or distractions. Sit away from the laptop camera.

	
Work towards becoming a less passive communicator.




	Express my desires and feelings
	Expression of my needs.
	[bookmark: _Hlk41007814]Practice verbal communication, plan what is being said and consider ways to deliver the communication. Stop feeling guilty about putting others before myself.

	[bookmark: _Hlk41008501]Practice active listening and communication in the workplace and measure this through staff meetings.
	Filter information, but not fully listening.
	Confidence in making eye contact,
Patience  
Paying attention and letting people finish talking.
Listening enthusiastically. 
	Pay attention to what is being said, show interest and feedback the information given to clarify I have understood.

Make time for discussions without distractions by scheduling. 

Use open body language and learn to read others. 
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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?

	To deliver a great presentation
	Make a lesson plan, think about surroundings and all communication factors, practice.
	Ask for feedback at the end of the presentation. Result of marking.
	Separate to Skills for The Workplace CertHE a Level 3 AET presentation must be submitted by July 4th 2020.
	2 peers to watch the presentation on my teams. 

	To communicate my needs with my team without feeling guilty.
	Communicate with staff and tell them that you have discovered this about myself. Explain that you will start sharing responsibilities and delegating.
	Ask for feedback from peers.
	The first meeting when the business re-opens but no later than September 1st 2020
	Communication skills and audience/staff and peers.

	Have weekly meetings with staff.
	Plan the meetings ahead of time, put together analysis and personal development plan materials for all staff to use at each meeting.

	Successful understanding by all  at the first staff meeting. Ask for feedback.
	Planning templates to be compiled by 26.5.2020

1st meeting to be booked for the first Tuesday morning after we are able to reopen business.
	Assistance from business partner, Laptop and Microsoft word.



Sales	[VALUE]%
38%
[PERCENTAGE]

Verbal cues (words)	Vocal cues (volume, pitch ect)	Facial expressions and body language	7	38	55	
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1 delver my communicaion 3t pace and way tht comfortablefor fhers
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21,1 demonstrate that | am hepful and genine n convrsations
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22,y writen communications are clear nd concise
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25 IKeep everyons nformed where appropriate
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Pleaseprovide any further detals on what1 do wel:

Pleaseprovide anyfurtherdetals on what coud do bete:
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Please provide any further details on
what | do well:

Please provide further details on what |
could do better: 14:26 W

Remember to be completely honest

as this can help me become better at

communicating with the team in work x
14:26 W/

1 think holly does well in helping me think
of more ideas to help reach my goals and
make them more realistic . I also think

holly is really good at giving advice and is
always there to give me help and support
when | need it . 1429

| can't think of something you could do
better xx 14:30

There's not anything In particular | think

holly could improve on but I think it

would be better if she arranged weekly

meetings so we could all frequently

communicate and share ideas which

will benefit us all and help us all grow .

This will also help identify things we are

all struggling with and we can then help

each other improve on on those things . ¥
14:44
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Please provide further details on what |
could do better: 1426 W/

Remember to be completely honest

as this can help me become better at

communicating with the team in work x
14:26 W/

I think holly does well in helping me think
of more ideas to help reach my goals and
make them more realistic . | also think

holly is really good at giving advice and is
always there to give me help and support
when I need it . 1429

| can’t think of something you could do
better xx 14:30

There's not anything In particular | think
holly could improve on but | think it
would be better if she arranged weekly
meetings so we could all frequently
communicate and share ideas which
will benefit us all and help us all grow .
This will also help identify things we are
all struggling with and we can then help
each other improve on on those things .
14:44

Thankyou for your feedback cer, this is
really really helpful. The meetings are
definitly something we will be doing
when we return to work. And will definitly
take on board your idea for us to share

ideas and help each other improve. €9
XX 14:53 W/
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1535 Youneed to keep working on your communication skills. You are not expressing yourseif
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)

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
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