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A definition of communication: “Communication is the exchange of information and the expression of feeling that can result in understanding. Also the process by which messages or information is exchanged between individuals through a common system of symbols, signs, or behavior”. (Dictionary)(Webster, n.d.)
Communication is a big part of our day to day lives, intertwining with all human life, therefore, sometimes forgetting its importance and complexity. 
We communicate in several different ways, verbal, non-verbal, body movement, sound, sign language and gestures are just some of the them.
Given the technology we have today this has opened a whole new way of communicating, for example, we have smart mobile phones we carry every day and can instantly send and receive emails, text messages, WhatsApp messages and many more.
Even though there are different communication methods the most popular is face to face, so facial expressions can play a big part.

[bookmark: _Toc41056365][bookmark: _Toc41059139]Communication.
It is believed, the word communication originally meant “sharing of tangible things”, i.e. land, property, food and goods. It was first entered into the English vocabulary approximately 14th-15th centuries. (Amudavalli, no date).
On this day it means information being processed between person to person or through technology, for example, email, text message and so on. 
It is suggested that Archaeological evidence show early on when human race started, they were good artists, and one of their communication methods was through visual sense. (Amudavalli, no date)
If we look at Ancient Egyptians, they used to draw art on walls as part of communication and express their feelings through plays and theatre. (Astonishing Ancient Egyptians, no date).
Whilst the way of communication has evolved considerably since time began, especially in the last 50 years, the theories and communication models that we use today, are the same as were used back then. So, the ways of communication have changed, but the way we interpret communication has not. (Foulger,2004)
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Communication in the workplace has evolved over the years, from writing letters and telephone conversations, to emails, text message, WhatsApp message, and many more.
Formal communication occurs in the office or workplace, so if your manager sends an email or asks you to complete a task this is formal communication. If you are having a chat in the rest room or outside this is informal communication.
When you are having a meeting, you are normally face to face, so your peers can see your body language and hear your tone of voice, and eye contact is important.
It is advised, ahead of your meeting, Prepare, research and write clear instructions so your Audience stay interactive with you. Be Aware of pitch and tone, be clear and concise, and use black/white boards to highlight important points.
Avoid using extremely complicated words, break the meeting up with one-liners, Quotes and get the audience to participate.
Don’t keep meetings going for hours on end, the meeting will become monotonous and this is when people start to get bored and lose interest. 
Crosscheck with the receiver that they have taken in the information and understood the message you have portrayed. If there was a lot of noise in the meeting room your audience my not have heard everything that you were saying, and this could cause confusion, especially if you were giving instructions to do something. It is always best to make sure your meeting space is free from noise and distraction.
If the message was not heard due to noise, the receiver will not know what they have to do and may not be comfortable stating they did not hear what was said and this could cause problems, i.e. job done incorrectly or not done at all.
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It is said, the communication models are of utmost importance when studying communication. 
There are a few different communication models available. Aristotle is the earliest Linear model, The Shannon and weaver model tend to be the most popular around the world, 
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The Shannon and weaver (Shannon and Weaver 1949) communication model (fig.1), known as the Mother of all communication models, was regarded as a model of signal processing, the contents that were transferred was not questioned, and was described as a transfer of the bitstream. (Flensburg 2009)
(fig.1)
                [image: ]

Looking at this Model, it starts by transmitting the message, noise and receiving message. Now noise can mean any interference i.e. bad reception or signal if using phone, noise from people in a room when talking face to face, to traffic noise on the street, even a message being misread and interpreted the wrong way if the sender had written an email containing jargon or missing words, this can say one thing but meant something entirely different, even body language can give off the wrong message. It basically means any interference that can hinder the message being received in full. These are all barriers to effective communication.
If a message is not heard correctly or taken in the wrong concept, until the receiver responds with feedback this could cause conflict.
If we look at the 3 models of communication available:
Linear (one way) = The sender encodes message through channel, and the message is decoded by the receiver.
Interactive = The interactive Model multiplies the Linear by 2, with a rapid flip to send message back. This is feedback.
Transactional = This is more face to face communication; messages are sent back and forth. 
These Models of communication may differ, but they do contain common elements.
The interactive model elaborates the Shannon and Weaver model (1949) with the cybernetic concept of feedback. (Weiner 1948, 1986)
The Linear model may look underdeveloped, but it was originally thought of when there was little technology, only TV and Radio, so it pathed the way for others to examine the process in new ways. This led to new theories and more complex models to be produced.
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It is not continuous; the model is a one-way model which assumes it has a beginning and end.
There is no way to know if communication was affective as there is no feedback process.
Both sender and receiver need to have the ability to encode and decode.
Therefore, the transactional model and the interactive model are better to measure communication from person to person and the linear model for mass communication.
Over the years more models were introduced which included a feedback process.
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Wilbur Schramm introduced his model in 1951. (fig.2). Communication and feedback occur simultaneously according to Schramm (1951). This process is known as transactional communication.
When a message is understood between the sender and the receiver, Schramm describes this as effective human communication. (Zill 2018)
(fig.2)
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Laswell is known for his Linear model developed in 1948 (Fig.3). Laswell’s Model (1948) describes, Who, Say what, to whom, with what effect. When Laswell developed his model, it was aimed to analyze mass communication. 
Mainly the well-off were able to use mass media, i.e. TV, Radio or media coverage i.e. newspaper as this cost to print. (Mulder, 2018).
(Fig.3)
[image: ]
Now in the 21st century, the model for mass communication can be applied to internet, social media and so on. (Mulder 2018)
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David Berlo constructed the Berlo Model in the 1960s. (fig.3) Berlo took his model a step further and added different elements to each of the model’s components.
Each component of the model has information added to them, for example, the sender’s communication skills, if the sender has poor communication the message may not be relayed to the receiver correctly. And as for the receiver, If the receiver has very good communication skills, they could misinterpret the message that has been sent. There are also other components you can see on the model below. (Novak, 2019)


(fig.4)
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Your own interpersonal skills are how you communicate with others. Whether it be verbal or non-verbal, depending on your ability. 
Reflecting on my own communication skills has surprised me a little.
I have always seen myself as lacking confidence, and I Self-doubt on everything I do. Others do not see me in the same way, a few have commented on how they see me as confident and assertive. In a recent communication questionnaire which I completed, (Appendix A, Fig.1), my score did put me in the Assertive category. I believe my confidence has improved over the last 7 months since starting my University course. 
I have also completed a communication questionnaire on the Skills you Need website (Appendix A, Fig.2), as well as a communication quiz on mind tools website (Appendix A, Fig.3). Whilst each quiz suggests I have good confidence, which I now tend to agree with as I can see improvements myself, one part of the Skills You Need questionnaire, advises my listening skills are average but I disagree with this.
I believe I am a good listener and I have applied to become part of the mental health team in my work. I have done a course on active listening which as strengthened my listening skills.
I need to have good communication skills for the job I carry out. As I deal with customers daily. To build a rapport with my customers I need to show Qualities of empathy, understanding, and sincerity as well as assertiveness.
Given the current situation we are in today, with lockdown guidelines, my company can only deal with emergency jobs, so any non-essential work has been put on hold until the government restrictions are lifted.
A lot of people understand this, but you get a minority of people who call us demanding we book appointments as they pay for the service, regardless of the situation or anyone’s safety. When you receive one of these call’s they can test your communication skills as it is so easy to lose your cool, but for the sake of your job and the customer you must remain professional and understanding. Listening to what the customer has to say and talking to them in an empathetic and understanding manner can sometimes diffuse the situation and help people see why we are doing things in this way and it won’t be for too much longer.
I quite often turn angry situations into calm situation’s just by Listening to the customer, letting them have a rant, then explaining with a compassionate manner. If you can reassure a customer, you can get a good outcome.
I recently asked my manager for feedback on my communication skills and was pleased with the response. (Appendix B, Fig.4).
Based on the questionnaire results and my manager feedback, I have created a gap analysis (Appendix C, Fig.5) and PDP (Appendix C Fig. 6).
I have also read the article by Peter Blenkinsop, Communication cycle, six steps to better communication, and believe following this cycle will help me enormously with organising myself. (Appendix C, Fig.7).
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Looking at all the communication models and theories available, has given me more insight into how communication works, which I have never given too much thought to in the past.
When we are born, we grow up learning how to communicate as it’s a natural process to being human or animal, so you don’t tend to analyse communication as such. 
When you investigate all the work that has been done creating these models and theories, you realise there’s more to communication than just having a chat or typing an email.
My own communication skills have surprised me somewhat, but also made me more aware of the improvements I have made over the last year, and improvements I need to continue to make going forward. I believe doing the communication skills questionnaires, have brought to my attention what is good and what is not. 
Going forward I will work on the issues I have put on my Personal Development Plan and fill those knowledge gaps. 
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Communication Style questionnaire.
(Fig.1)
[image: ]

[bookmark: _Toc41056379][bookmark: _Toc41059153]Skills You Need Communication Quiz
(Fig.2)
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(Fig.3)
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(Fig.4)
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(Fig.5)



	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 would like to confidently address an audience without fear, to deliver a successful meeting or presentation




	Deliver a speech
	organisation
	Learn to organise ahead of meetings


	I want to broaden my vocabulary.
	Communicate on a basic level
	intelligence
	Take English course.
Read a lot more.


	I need to wait for people to finish talking before I interrupt and start talking.
	Listen and participate in discussions
	Patients
	Learn to be patient and wait my turn to speak. 


	I would like to work on proposing solutions, and present things in a more calculated way.
	Get across my frustrations, but they are more like a rant.
	Problem solving is an area I need to work on.
	Look at doing some problem-solving tasks 
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(Fig.6)


	Objectives
	Tasks
	Success Criteria
	Time Frame
	Resources

	What is your goal?
	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?

	My goal is to take a successful meeting, where I will be organised, interesting and audience will participate.
	Improve on my organisation skills.
	Ask my peers for feedback. Practice in front of family and ask for feedback from them.
	September 2021
	I will practice the Peter Blenkinsop communication method.

	My goal is to improve my vocabulary. When I am talking to a group of people, I want to be able to use the correct vocabulary.
	Improve my English language/literature 
	I have enrolled on an English course online.  Not started it yet.
	September 2021
	Complete the course.

	My goal is to learn to wait until people have finished speaking before. I jump in and interrupt to say what I want to say.
	Improve my patients when talking in groups.
	I have asked friends to tell me off when I interrupt.
	December 2020
	I will practice in conversations with my friends and family.

	My goal is to come up with solutions to issues I feel passionate about when I feel they are not right, rather than rant.
	Improve my problem solving by coming up with solutions.
	Discuss issues with work colleagues and friends and come up with ideas on solutions.
	September 2021
	I will pick a subject and discuss this in my meetings and work out the solutions by taking all aspects into consideration.
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(Fig.7)
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SKILLS NEED

Interpersonal Skills Self-Assessment Results

Hello Louise:

Thanks for completing the SkillsYouNeed Interpersonal Skill Self-Assessment.
Your overall score was: 70%

Based on the answers you provided your interpersonal skils are about average
- compared to other people. Although you have a basic grasp of the key
interpersonal skill, there is sill  lot you can do o improve them further.

‘Spend some time practising and developing your interpersonal skils to
enhance your relationships with others further.

Your score: 63% (Average)
(Yourated your istening skils as: Average)

Based on the answers you provided your listening skills are average. You may
have picked up some bad listening habits of nover previously thought about the
active processes involved in effectivelstening. Although your lstening skils are
(OK, you shouid think about developing them further by consciously practising
effective and active listening

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

Your score: 72% (Above Average)

Your score for the emational inteligence part of the assessment was above
average. Emotional nteligence is a measure of how well you understand and
deal with your emotions and the emotions of others. As you have scored wel in
this section it i likely that you usually understand your emotions and those of
others quite well. A higher emotional inteligence means that you are more likely
0 enjoy a more satisfying and successful career and better relationships with
others. You may be more suited than most 1o counsel people when they are
xperiencing problems.

Sea our pages: Emtional Intelligence and Counselling Skills for more
information.

Your score: 82% (Above Average)

(You rated your verbal communication skils as: Average)
Your verbal or spoken communication is above average: you normally use
appropriate language and know when 1o talk, and when ot to talk. Having good
verbal communication means that you can express yourself well o 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.

Your score: 66% (Average)

Based on the answers you provided you have average confidence levels when
communicating in group situations. You are kely o handie most group.
situations adequately. although you may wellbe nervous in some

situations. Communicating effectively in groups is an important part of your
overal interpersonal skils and is useful In many different areas of lfe. Next time
You'e in s 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 n
group situations.

See our pages: Group Cohesiveness and Self-Esteem for more information.
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15-35 You need to keep working on your communication skills. You are not expressing yourself 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.)

36- You're a capable communicator, but you sometimes experience communication problems. Take

55 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.)

56-75 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 to
communicate. People respect you for your ability to communicate clearly and they appreciate
your listening skills. (Read below for more.)
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Communication feedback

( You replied to this message on 20/05/2020 11:52. o

Hi Louise,

1 would say you have a strong confident adaptable communication style, you're generally one of the more vocal members of the team(which has a lot of strong characters) in team meetings and always happy to input.

You're generally very direct- you say what you mean and don't sugar coat things which is great because you know exactly where you are with you/what you really think and I can rely on you to give honest feedback about
aprocess.

If 1 had to give you a development area | would say that your directness and passion about things that frustrate you can come across as you having a rant- proposing solutions and presenting things in a more calculated
way- what are the issues/what are the impacts and costs etc would be more beneficial in gaining support at management level.

Overall you are very adaptable and able to communicate and build relationships effectively with a range of different personalities both within the team and with your customers.

Cheers,

Matt




image10.png
6. Change/
Improve

5. Analyze/Decode/
Learn





image1.jpeg
PRIFYSGOL CYMRU ———
S Y Drindod Dewi Sant
UNIVERSITY OF WALES

Trinity Saint David





