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[bookmark: _Toc73270695][bookmark: _Toc73270785]Introduction to Communication – What is it?

Though there are many definitions of what communication is, communication is essentially a message sent from one individual/entity to another.
The sender is said to “encode” the message by using words, symbols or gestures to compose it. The receiver then “decodes” the message into meaningful information.
The encoding of the message can be in various forms like verbal, non-verbal or written language. The accuracy of the decoding of the message is essential. The closer the decoded message is to the intended encoded message, the better the communication is.

[image: ]
Communication occurs when information passed between sender and receiver is understood. If the information is not understood this is called miss-communication.
It is also important to remember that different people can interpret messages differently.
The illustration above (McShare & Von Glinow, 2003) also illustrates that the receiver feedbacks the received information to asses if the interpretation is correct.
Channels of Communication.
A message can be sent through many different channels/mediums. Choosing the right channel of communication can be crucial. Information can be passed verbally, non-verbally, written or computer aided.
Written media can take the form of memos, letters, reports, emails, newsletters etc.
Verbal media its can be face-to-face conversations, telephone, computer, tape recordings, closed circuit tv and so on.
Non-verbal can be gestures, facial expressions, body position or even clothing. The individual will decode information in their own way. (Keyton 2010).


[bookmark: _Toc73270696][bookmark: _Toc73270786]Effective Team Working and Communication

To have a successful team, it is important to have good communication. In this section we will look at the communication cycle to understand how conversations are formed and then go on to look at the impact it has in a business setting.

[bookmark: _Toc73270697][bookmark: _Toc73270787]Communication Cycle
The communication cycle is a process that helps to develop and refine the message that is being communicated. It looks at the individual steps and gives guidance on what needs to take place at each step to help achieve effective communication.
In the article “The Communication Cycle: Six Steps to Better Communication” there is 6 steps laid out to follow.
1. Aim
2. Compose/Encode
3. Transmit/Deliver
4. Receive Feedback
5. Analyse/Decode/Learn
6. Change/Improve
This cycle can be used anywhere that communication is involved, but it is most useful for preparation to deliver important or complicated communications like presentations or team emails.
Step 1. Aim
 It is important to clarify the aim of any communication by focusing on the message that is being delivered. It is important to identify the audience. Is the message necessary and if so, how will it make the audience feel?
Also, it is important to consider what the audience needs to get out of the message and what they need to do with the information.

Step 2. Compose/Encode
Now that the aim has been established, it is important to understand what the best medium to convey this message? This makes it easier to select the best form of communication to use and what level and type of language to use.
This will also help to determine if the audience needs additional resources to understand the message. 
Also, it is worth considering which emotions are needed to convey the message with the biggest impact, and to think of motives that could hurt the communication.
Step 3. Transmit/Deliver
This is the critical part as the way the message is delivered can determine if the audience receives the message effectively.
So, determine if it is the right time to deliver the message as the audience’s state of mind could affect their receptiveness. Will there be any distractions that could hurt the communication? 
If the message will have a negative impact on the audience, it may be worth presenting the message in a way that accounts for this.
Also consider if there is anyone else that should be included in the audience.

Step 4. Receive Feedback
This step is vital for improvement, so it is good to have a feedback process as part of your communication.
Reading body language is a good way to receive feedback and this can be used to help to steer the presentation.
Also consider having a Questions and Answers section as this will instantly show how the communication has been received. If this is not appropriate, consider having a process to gather feedback.

Step 5. Analyse/Decode/Learn
Now at this stage it is important to learn and grow. If possible, it is a good idea to communicate to a small audience giving the opportunity to re-write the communication if necessary, before presenting to a big audience.
Consider what the feedback was given for and what it conveys about the communication. Ask what could have been done differently to get the desired response from the message.

Step 6. Change/Improve
To complete the cycle, it is important to be committed to learning from the feedback and improving. Take all feedback on board and access each comment. The comments that are valid should be valued.
Its is worth identifying resources that will help with improvement areas. This can take many forms like books, classes, seminars or even using survey’s if greater understanding of the audiences’ position is needed.
[bookmark: _Toc73270698][bookmark: _Toc73270788]The Importance of Communication in the Workplace

In any organisation there are people from different backgrounds coming together to achieve a united goal, therefore it is very important to have good communication that is clear so everyone can understand the information regardless of their personal methods of decoding the information.
If the organisation does not create clear and open lines of communication there can be negative repercussions that can affect the culture, environment and productivity of the business.

An organisation with effective communication can benefit in the following ways:
· Creates job satisfaction - Good communication between employer and employees lead to less turnover, and open lines of communication around issues helps build loyalty.

· Lesser conflicts – Open communication help resolve and avoid unnecessary conflict and can lead to professional growth.

· Increased productivity – Clearly defined goals and targets helps employees achieve their best work. Chasing clarification slows down productivity.

· Formation of relationships – Open communication leads to better relationships whether those are personal or professional.

· Proper utilisation of resources – Miscommunication leads to delays, conflicts and crisis. This in turns leads to wastage of resources. Good communication avoids this and leads to better productivity and use of resources. 









[bookmark: _Toc73270699][bookmark: _Toc73270789]Barriers to Effective Communication

The greatest responsibility for an administrator is to develop effective communication (Pauley 2010). It is important to identify that there are barriers in the process, whether that be in sender, encoding, the information, the medium, the decoding, the receiver or the feedback stage, the difficulty is understanding where it is.
Another issue, which can be the greatest problem, is believing the communication has been successful, and as such not even embarking on the process of analysing where the breakdown in communication could be (Shaw 2011).
 Barriers to communication fall into two categories, environmental and personal (Rakich and Darr, 2000).


[bookmark: _Toc73270700][bookmark: _Toc73270790]Environmental Barriers

Environmental barriers are described as organisational characteristics that are imposed on the communicator from the outside.
These are things like multiple demands that cause the message to be decoded incorrectly. If the receiver has simultaneous demands, then this can cause the information to be misinterpreted.
Listening is key to understanding the information being sent, so if the receiver is not actively listening due to their attention being split in multiple directions, the chances are the message will not be decoded correctly. Also, a lack of time to decode messages thoroughly can cause the same issue.
If the message comes from a hierarchy or there is a significant status difference between sender and receiver, this can also cause a message to be decoded incorrectly. A strained supervisor – subordinate relationship can mean the message is not delivered correctly or even delivered at all due to a hidden agenda (Sanchez & Guo, 2005).
Another barrier could be the use of terminology by the sender that the receiver is not familiar with. This often happens in a supervisor – subordinate setting, or where the hierarchy who are familiar with technical terms assume their receivers know these terms also.



[bookmark: _Toc73270701][bookmark: _Toc73270791]Personal Barriers

Personal barriers are based in the individual’s beliefs, values and social economic background. All their prior experiences shape how they encode and decode messages.
For example, if a person was brought up not to challenge authority in their culture then they could potentially risk not clarifying a message and decode it incorrectly (Longest et al, 2000).
It is also possible for some to unconsciously or even consciously have a selective perception; this could be due to things like fear or jealously.
Another personal barrier is “status quo” where the where the receiver filters out the messages due to not wanting things to change or believing they have information that overrides the information being given.
An example of this would be rejecting information given due to the sender being considered as someone who “exaggerates” information.
Also based on research (Eisenberg, 2010), a lack of empathy is a major obstacle to effective communication. If a receiver cannot put themselves in the sender’s shoes, it is harder to understand and accept what the sender is communicating.

[bookmark: _Toc73270702][bookmark: _Toc73270792]Overcoming Communication Barriers

The first step to overcoming communication barriers is recognising that they exist and what they are.
Taking positive steps to overcome these barriers is most important though, only recognising them will not minimise them on its own.
Communicators should ensure:
· Ensure the adequate time and attention is given to what is being communicated.
· A culture that promotes the free flow of constructive communication.
· Reduce the number of channels that the information needs to pass through to avoid distortion.
· Ensure communication is clear and understandable and reduce jargon where possible.
· Use multiple channels to reinforce complex messages reducing the chance of miscommunication.


[bookmark: _Toc73270703][bookmark: _Toc73270793]Personal Communication Feedback

Having given a ten-minute talk on effective teamwork in the workplace, I have received feedback on how it was communicated.
A summary of the feedback is shown as follows:
· Talk was too long
· Contained to much detail
· Got a bit boring
· Delivery was clear
· Delivery was knowledgeable

To improve on my communication, I created a personal development plan shown below:

	Objective
	Success Criteria
	Actions
	Implimentation

	To improve communication delivery
	Communicate presentation more effectively
	Practice communication delivery
	Study presentations. Take notes. Incorporate good habits learnt

	 
	 
	 
	 

	 
	 
	 
	 



To improve I have studied great talks online. I have noted how:

· Signpost at the beginning of the talk
· Show passion for the subject
· Raise and lower tone for emphasis
· Keep the talk concise and interesting
· Funnel the information to make their point
By implementing these skills into my communications, I can improve my delivery and become a more effective communicator.

[bookmark: _Toc73270704][bookmark: _Toc73270794]Conclusion
Having effective communication is critical to any workplace and its success. For a business to have a common understanding of what they are trying to achieve and how they are going to achieve it, they must have good communication that is clear and open.
Resolving conflicts early, politely and effectively can improve a business and help it grow. It is therefore important to create an environment where problems, plans, issues, ideas and opinions relating to work are discussed and handled in a professional manner.
[bookmark: _Toc73270705][bookmark: _Toc73270795]References


Eisenberg, E. M. (2010). Organizational communication: Balancing creativity and constraint. New York, NY: Saint Martin’s. 
Keyton, J. (2010). Case studies for organizational communication: Understanding communication processes. New York, NY: Oxford 
University Press. 
Longest, B. B., Rakich, J. S., & Darr, K. (2000). Managing health services organizations (4th ed.). Baltimore: Health Professions Press, Inc
Maund, A, et al.  Certificate in Higher Education: Skills for the Workplace Student Yearbook
McShane, S. L., & Von Glinow, M. A. (2003). Organizational behavior: Emerging realities for the workplace revolution (2nd ed.). 
Boston: McGraw-Hill.
Pauley, J. A. (2010). Communication: The key to effective leadership. Milwaukee, WI: ASQ Quality Press. 
Rakich, J. S., & Darr, K. (2000). Managing health services organizations. Baltimore: Health Professions 
Press, Inc
Sanchez, Y. & Guo, K.L. (2005). Workplace Communication. Boston, MA: Pearson
Shaw, G. B. (2011). The wit and wisdom of George Bernard Shaw. Mineola, NY; Dover Publications.
Article “The Communication Cycle: Six Steps to Better Communication”

 



image1.png
SENDER

Message Encode

Feedback Decode

Medium

Barriers

Enviromental
Presonal

—

—

RECEIVER

Message Encode

Feedback Decode





