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[bookmark: _Toc456901515][bookmark: _Toc9201828]Introduction 
Communication usually involves a sender, message and recipient. The sender will need to Encode her message which involves taking her thoughts and putting it into words so that it can be understood, then the channel of communication must be selected which could be speaking, written, video call, email etc. The receiver then gets the message and has to decode it by mentally processing the information to understand what the message is. If the receiver does not understand the message, then it fails. In some cases, the receiver might send feedback back to the sender to clairify the message has been understood.
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[bookmark: _Toc9201830]Communication Cycle

Communication is used around the world on a daily basis, with many different ways and techniques. Communication can be verbal or non-verbal. Non-verbal communication is formed by the body language of a person and this can be used by displaying facial expressions such as eye contact, using hand gestures or the tone of voice to signify the mood of a person’s reaction and emotions.  Verbal communication is vocalised by using speech, this type of communication can be used to talk, instruct, delegate, lead, manage, present and more. By using this method of communication people will be able to get across the information that they need the receiver to understand. 

Workforces will apply verbal and non-verbal communication on a daily basis whilst adapting to an evolving work environment. This will help work colleagues to understand the needs and requirements of what is expected of them. Within the authors place of work, she notices how information is transmitted from one person to the next. The Shannon and Weaver model demonstrates this in a format for people to observe from a pen to paper perspective, for you to use as a guide for understanding.

[image: See the source image]

1949 is the year that the Shannon and Weaver model was formed. The model shows a mathematical theory that demonstrates how communication is transmitted. The information source will transmit a message through sound and this will then generate a signal that will then adapt to the channel that is needed, the message will then transmit the correct signals needed to then provide this to the receiver who will retrieve the message signal, once this is complete this will validate that the message sent from the sender/information source has successfully reached the destination of the retriever.
If a message is misunderstood within the authors place of work, this can cause delays and negativity depending on atmosphere of the emotions of work colleagues and superiors. People work in different ways and this can change on a daily basis meaning no two days are the same. When a message is misunderstood the author can tend to slow down on the productivity, they are providing for the business due to not understanding the message that was sent by the sender. To fix this the receiver will be able to handle this in many different ways to stop further delay of the misunderstanding. The author may ask the sender to repeat the message needed to be sent or for this to be in a simplified format. If it is a group message the receiver can also ask another receiver at an appropriate time to explain the message that they received and understood. 

If the authors workplace cannot send a message for their works colleagues to retrieve this can cause an alarm to be raised, for the lack of communication they obtain for being able to present this to their staff. If the company cannot process a message to travel on the correct channels this will mean that the message needs to be more decodable or for the communication to be looked at. Decoding is where someone is able to figure out the solution of the information provided to be able to determine what to do next. People can decode verbal and non-verbal communication. Noise is a sound that is transmitted from one end which is the sender/transmitter all the way to the receiver/destination. Sound also travel through waves of vibrations. 
There are many ways for the authors place of work to transmit messages to their employees. This can be done on a one to one basis or within a group/team. Messages can be sent through technology including the internet, computers, mobiles/landlines, text message, email, social media and lot more. Non-verbal communication can also be used to communicate through sign language to help be diverse to cater for all employees. The author notices that a handful of communication methods are used within her work, she has noticed that there are common and uncommon communication methods that everyone will use or not. Using the internet is common in her workplace due to emailing being a prime source of contact, whether that be to contact new or existing customers to emailing another work colleague a message. Working in a call centre also puts a landline or mobile phone at the top of the list for communication. Call centres use specific and advanced technology to communicate on a more diverse and easier to travel phone call experience. This can be done by having phone systems that allows an automated service to direct and help customers locate the correct department. This means when the receiver answers the call to introduce themselves to the sender, they will have a fairly basic picture as to what their needs and requirements are. 

If the authors work force used the wrong communication this can travel along the wrong channel causing a negative reaction. Wrong communication can impact a business depending on the severity, if her business didn’t make the relevant people aware that a member of staff had a hearing disability then this could cause unnecessary confliction due to the transmitter and receiver not being able to send or retrieve signals along a channel that connect to one another. Bad communication can lower work colleague’s morale and this will produce a negative mind within the workplace, if this continues then the negativity can grow causing other forms of communication to be projected in a different way to represent the employees mood and emotions of their surroundings in work.
There are many theory models that demonstrate communication and they have been used by numerous of people over the years.

Here is a theory model from (Patel: 2013)
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Peter Blenkinsop (2013) also had a theory that he put into a model. Blenkinsop wanted to simplify a way to understand the way a certain message is being transmitted and what is the outcome needed for this. 

[image: https://lh3.googleusercontent.com/proxy/SwsiEbkC1oAGt25wBQ2Tn_1y2w1v5o-Nmxji-BvBPXUrBtZbAvHMif93xfHrsN6XXCzGUpBR4x1vX-FgQA1OZP0qldwQ1uT0xobeFrA7FowzL1o=s0-d]

This is the Blenkinsop diagram of the six-step process. It is rather similar to other theory modules however, unique. The author can use the Blenkinsop model to demonstrate a better communication experience for themselves and the receiver. She will then think about what she wants to be transmitted and what outcome she wants from this, once she has done this she can encode a message with the correct information whilst thinking about is there any additional needs to transmit this message, once the author has thought this through she can then deliver the message and transmit it to the receiver. To benefit themselves the sender can use the receivers body language whilst decoding the message from the channel to predict what improvements can be made and changes. This will benefit her within any work place as she can develop, expand and improve her communication skills daily, this will then give her an advantage when communication and giving her more room to listen, learn and develop other skills.

[bookmark: _Toc9201832]Active Listening

When listening within the workplace the author needs to be aware of their surroundings and is there any noise or distractions that can interrupt the retriever when listening to a message being sent. Active listening is a way of communicating and a skill to be developed and expanded. There are four different type of listeners that the author has traits of and uses these four active listening skills to demonstrate these within her work. There are times she has traits of being detached when listening in work and this tends to be due to a large group meeting in a noisy area and everyone talking over one another if the meeting becomes more informal. This causes difficulty hearing the messages needed and makes her become bored and look disinterested. Passive is another active listening skill that is used at times, when she has no stress or worries the author can appear to look passive by being laid back and calm which results in little effort or energy. However, being involved is another skill that is used by her on occasions as this is where she will be involved and give most of her attention to the messages being transmitted. This means she will provide some eye contact. However, the active skill is somewhat similar to the involved listening skill but more direct and aware. Within work she will enforce her active listening skill by giving full direct eye contact, participate in everything whilst providing her full attention to her superiors and work colleagues. This means that the messages being transmitted will be retrieved at its best.

Besides having days where she can experience all four of these active listening skills, the author knows she is more the involved skill touching close to the active skill. Depending on the environment and within herself she can lose interest due to sitting down in a meeting or same spot for a long period which causes her to get agitated and un-relaxed distracting her from what is being transmitted to her however, she is able to stay focused and not let this get to her by focusing on the task. She notices that her team leader is detached and passive and has many of these traits they provide due to them not making the eye contact required, rushes the information they transmit, doesn’t make reasonable goals for the task they provide causing lack of enthusiasm which is the same as they give out. The energy they provide to the team lacks effort and motivation, showing to the author that these are the two active listening skills that they use more than the rest. By using these skills, it causes the communication barriers to build up meaning a friction can be formed, this can result in other team members including herself going to other team leaders who they know will provide the message with more clear information at a pace that suits them to understand. 
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https://www.mindtools.com/pages/article/get-started.htm
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(Questions 9, 11, 13)
Your score is 11 out of 15   
The ability to communicate clearly is key to your success, whatever role you're in.
If you want to improve your communication skills, start by taking our communication skills    quiz. Also, make sure that you know how to plan your communications    effectively.
Active listening    is a very important communication skill. This is when you focus on the other person, and you make sure that you understand exactly what he or she is trying to say. Conflict resolution    and negotiation    are other areas that you'll need to work on to be a great communicator.
You'll find a huge amount more on communication in the Communication Skills   section of this website.


https://www.skillsyouneed.com/ls/index.php/343479
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[bookmark: _Hlk9182159]The author used these self-assessment tests to analyse her results and determine how well her communication skills are and what improvements need to be made to help her grow and develop stronger within her work. She noticed that her listening skills need to be improved, she now recognises that if she isn’t able to listen to the full message then she may miss certain details needed to perform the task ahead, this can cause delays within the work environment. She has been able to acknowledge that she has good verbal and communication skills, being confident and outgoing she was confidence that this would be over average. The author wants to be able to use these results to then enable herself to develop and improve over time.
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She has decided that from the results of her test she is going to make an action plan by using the SMART objectives model. She will assess what skills she wants to develop and use the SMART objectives to work out if this is achievable. Actively listening is a skill she wants to develop stronger by going to book club every Sunday evening so she can learn to listen and retrieve more information to what she is currently taking in at present, this is specific and can meet with a deadline. She has then measured a three-month period of twelve consecutive weeks to analyse and adapt to the change. This will be attainable for her if she proceeds to stick at it and no curve balls give her objection handling to cause delay or disruption. By being realistic she has given her a time frame to relax and work towards her goal at a pace that suits her whilst being time-bound to a three-month period she has a goal date set to count down to whilst recognising her improvements over the time keeping track of her self-achievement. 
[image: See the source image]






	What do I want to learn?
	What do I have to do?
	What support and resources will I need?
	How will I measure success?
	Target Date for Review

	
Active Listening Skills


	Book club every Sunday for three-months/twelve weeks. 
	SMART Objectives

Book Club
	Self-Analyse.

Ask Book Club Friends.
	August 2019

	
Non-Verbal Communication


	Practice with friends and family.
	SMART Objectives

Friends

Family
	Friends and Family will provide feedback when relevant.
	August 2019

	
Body Language


	Observe others body language and my own.
	SMART Objectives

Nature 

Social Outings
	Ask close relatives and friends to watch and help you practice and give feedback.
	August 2019

	
Communicating in Groups

	To read out loud in book club every month/four weeks.
	Smart Objectives

Book Club

Book Club Friends
	Feedback.

Self-Analyse.

Book Club Friends.
	August 2019
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15 Statements to Answer

1 I routinely set realistic goals for myself, and | track my progress
until I've reached them.

2 When | have to make a decision, | pick the first good solution |
find.

3 lapproach life with confidence, and | have high self esteem.
4 When it comes to managing my workload, | know my priorities.

5 Team development is an area | admit to cutting back on when
time and resources are limited.

6 | lose time during the day because I'm not sure what | need to
get done.

7 When | want to motivate people, | try to use the same approach
with each person.

8 The work | do on a daily basis reflects my values, and is
consistent with the goals I've set for myself.

Not at
All

Rarely

Sometimes

Often

Very
Often
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I'm able to communicate my needs, and | make sure that my
message is heard and understood.

When | encounter a problem, | immediately begin looking for
potential solutions.

When there's conflict, | use my communication skills to find
solutions and work things through.

I'm aware of the differences between leadership and
management.

When discussing an issue with someone, | try to stay one step
ahead in the conversation, and | actively think about what I'm

going to say next.

When | encounter a setback, | have difficulty focusing on the
situation positively and objectively.

I'm motivated to complete all of my work in a timely manner.
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Your assessment

Your total score is: 67%

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: 56% (Average)

(You rated your listening skills as: Average)
A
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(You rated your listening skills as: Average)

Based on the answers you provided your listening skills are average, the majority of people fall into this category.
You may have picked up some bad listening habits or never thought about the active processes involved in
effective listening. Although your listening is OK you should think about developing your listening skills further
by consciously practising effective and active listening.

See our pages: Listening Skills and Active Listening for more on developing listening skills.

Emotional Intelligence

Your score: 72% (Above Average)

Your score for the emotional intelligence part of the assessment was above average. Emotional intelligence is a
measure of how well you understand and deal with your emotions and the emotions of others. As you have
scored well in this section it is likely that you usually understand your emotions and those of others quite well. A
higher emotional intelligence means that you are more likely to enjoy a more satisfying and successful career and
better relationships with others. You may be more suited than most to counsel people when they are
experiencing problems.




image10.png
Verbal Communication
Your score: 73% (Above Average)

(You rated your verbal communication skills as: Above 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 opinions 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.

Communicating in Groups

Your score: 66% (Average)
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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 in a 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.

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

Thanks for taking the interpersonal skills self-assessment, we hope you have found it useful.
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* SPECIFIC
+ Define the goal as much as possible with no unclear language
[* Wh wolved, WHAT do | want to accomplish, WHERE will it be done,

WHY am | doing this — reasons, purpose, WHICH constraints and/or
requirements do | have?

* MEASURABLE
« Canyou track the progress and measre the outcome?
 How much, how many, how will | know when my goal is accomplished?

» ATTAINABLE/ACHIEVABLE

« Is the goal reasonable enough to be accomplished? How s0?

» Make sure the goal is not out or reach or below standard
performance.

* RELEVANT
* Is the goal worthwhile and will it meet your needs?

« Is each goal consistent with the other goals you have
established and fits with yourimmediate and long term plans?

* TIMELY

« Your objective should include a time limit. Ex: | will complete this step by
month/day/year

« It will establish a sense of urgency and prompt you to have better time
management.
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Shannon-Weaver model of
communication

34 The Mathematical Theory of Communication
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Fig. 1. — Schematic diagram of a general communication system.
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Figure 1: The Communication Cycle
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Your Score is 51

Create a Login to Save Your
Results...

We will contact you by email with information relating to our services
and your use of the site. We will treat your email address with
complete respect. View our Privacy Policy
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