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[bookmark: _Toc41082904]Part 2  Communication
Society not only exists by transmission, by communication, but it may fairly be said to exist in transmission, in communication.”	          — John Dewey
Media critic and theorist James Carey defined communication as "a symbolic process whereby reality is produced, maintained, repaired and transformed" in his 1992 book "Communication as Culture," positing that we define our reality by sharing our experience with others.       
[image: ]

I examined all aspects of the Shannon and Weaver Model of Communication which was first written in 1948 by Claude Elwood Shannon who was an American Mathematician, Electronic Engineer and Warren Weaver who was an American Scientist who both collaborated and wrote an article in the ‘Bell System Technical Journal’ called ‘A Mathematical Theory or Communication’ also known as the ‘Shannon and Weaver Model of Communication’


When you communicate with another person you each follow the steps of the Communication Process as shown below in Figure 1:
Figure 1. The Communication Process
[image: ]
By following this process the Source is the person who encodes a message and sends it through whatever Channel they want to the Receiver who Decodes it whatever way they want and then gives feedback on their understanding or lack thereof to the Source.  By understanding all the above steps of the process a person can be more aware of their role and recognise what they want to say to communicate effectively whilst anticipating any problems that may arise, hopefully before they happen and improve their overall ability to communicate more effectively.

The Source – Planning Your Message
As the Source before you start communicating take your time and figure out exactly what you want to say and why?  Do not waste unnecessary time giving information that is not relevant or needed which will in effect waste the Receiver’s time.  

To plan your communication understand your objectives and know why you are communicating, understand your audience and think about what exactly they need to know, plan carefully what you want to say, and how you will send the message.   Always seek feedback on how well your message was received and by covering these points you will be able to put together a message that will be received positively by your audience.

Good communicators use the KISS principle of "Keep It Simple and Straightforward" and know that less is often more and that good communication should be efficient as well as effective.

Encoding – Creating a Clear, Well-Crafted Message

When you know exactly what you want to say, decide exactly how you will say it, you are responsible for sending a clear concise message and to achieve this you need to consider not only what you will say, but also think about how the recipient will perceive or interpret it.

To communicate more effectively you need to understand what you need and want to say and to anticipate the recipients reaction to your message by choosing words and body language to allow the other person to really hear and understand what you are saying or portraying.

In the case of a written communication make sure that what you write will be perceived and understood the way you intended it as written words on a page generally have no emotion in that they don’t ‘smile’ or ‘frown’ back at you while you are reading them.

When you begin writing, take your time and review your style, avoid using jargon or slang and check your grammar and punctuation, also take into account your tone, attitude, nuance, and other subtleties and whether your message may be misunderstood, it probably will so take the time to clarify it!  Wherever possible use pictures, charts and diagrams because as the saying goes ‘a picture speaks a thousand words’.

Likewise, regardless of whether you speak or write your message, consider the social or cultural context. On the off chance that there is potential for miscommunication or misjudging because of social or language hindrances, address these issues ahead of time. Talk with individuals who know about these kinds of hindrances always do your research, so you are well informed before issues arise. 

Choosing the Right Channel

Alongside encoding your message, you must pick the best communication channel to send it, whilst remaining productive and capitalising on your communication opportunity.

Utilising email to send basic directions is practical but if you want assign an intricate undertaking, an email will more than likely lead to more enquiries, so it might be better  to organise a face to face opportunity.  Also, if your correspondence has negative emotional substance, keep well away from email!  Ensure that you get up close and personal or by telephone, so you can pass judgment on the effect of your words and modify your message suitably.

When choosing the right channel for your message, take into account the sensitivity and emotional content of the subject, how easy it is to communicate detail, the receiver's preferences, time constraints and the need to ask and answer questions.

Decoding – Receiving and Interpreting a Message

It is so easy to focus on speaking: we want to get our points out there, because we usually have lots to say however, to be a great communicator you also need to step back and let the other person talk and listen intently.

However, this does not mean that you have to be passive as listening is hard work, which is why effective listening is called active listening and to listen actively, give your undivided attention to the speaker by looking at the person; pay attention to his or her body language; avoid distractions; nod and smile to acknowledge pertinent points; occasionally think back on what the person has said; allow the person to speak without thinking about what you will say next and do not interrupt.

Empathetic Listening also helps you decode messages accurately and to understand a message fully, you have to understand the emotions and underlying feelings that the speaker is expressing and this is where an understanding of body language can be useful.

Feedback

Feedback is essential as without it, you cannot be sure that people have understood your message fully, sometimes feedback can be verbal and sometimes not.  We have looked at the importance of asking questions and listening carefully however, feedback through body language can also help you to assess the impact of your message and by watching the facial expressions, gestures, and the posture of the person you are communicating with, you can tell confidence levels; defensiveness; agreement; comprehension (or lack of understanding); level of interest; level of engagement with the message; and finally truthfulness (or lying/dishonesty).

As a speaker, understanding your listener's body language can give you an opportunity to adjust your message and make it more understandable, appealing, or interesting and as a listener, body language can show you more about what the other person is saying.  You can then ask questions to ensure that you have, indeed, understood each other and in both situations, you can better avoid miscommunication if it happens.

Feedback can also be formal and if you are communicating something really important, it can often be worth asking questions of the person you're talking to make sure that they have understood fully and if you are the one receiving this sort of communication, repeat it in your own words to check your understanding.

Key Points

It can take a lot of effort to communicate effectively however, you need to be able to communicate well if you are going to make the most of the opportunities that life has to offer. It takes a lot of effort to communicate effectively but you need to be able to communicate well if you are going to make the most of every opportunity life has to offer and by learning the additional skills you need to communicate effectively you can learn how to convey your ideas clearly and understand much more about the information that is conveyed to you.

Whether you are a speaker, a listener, a writer, or a reader, you are responsible for making sure that messages are communicated accurately and effectively by paying attention to words and actions, by asking questions and watching the other person’s body language.  This will really help to ensure that you say exactly what you mean and hear precisely what is intended.

Another model which can help with effective communication is the 7 C’s of Communication which is a checklist that helps to improve your professional communication skills and increases the chance that your message will be understood in exactly the same way as it was intended. 

This model is applicable to both written and verbal communication:
[image: See the source image]

[bookmark: _Toc41082905]1. Communication Cycle 

Perhaps you are just writing an email to a colleague, or giving a new team member instructions on training or feedback, or even giving an important presentation to your boss you must communicate in a very clear, concise and easy to understand way.
The Communication Cycle has six stages which help you to develop and refine your message and helps to ensure you do not forget anything important the first time you present and maximises its impact in the future.
By using the Six-step Communication Cycle it encourages feedback from recipients which in turn can be used positively to help in the future to improve your communication skills.
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[bookmark: _Toc41082907][bookmark: _Hlk40988091]Assessing Own Communication Skills 

I am currently working on providing food supplies for various Foodbanks in the Llanelli area, I have to communicate with 10 foodbanks weekly, I take their orders and process them and then send them on to our Suppliers who send me an email to say when they will be able to deliver.  I then have to let each individual foodbank know and then pick up all of the delivery sheets and put them into an Excel sheet showing what has been received and then I have to check the Invoices when they arrive always ensuring that they do not go over the amount which is specified for them.
This in the past has taken me countless attempts as I message then remember something else, so by using Effective Communication Skills this will make my job so much easier in the future.
[bookmark: _Toc41082908]Gap Analysis

	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 be able to write clear, concise emails.




	
I am a good communicator but need to plan my message before sending
	
Precision
	
By following Shannon and Weaver’s model

	
I want to be more assertive and be able to express myself effectively to others
	
By doing this course I am beginning to understand different types of theories and models
	
Drive
	
By participating in discussion more and readying articles

	
I would like to become a Manager as I feel if I tried hard enough I could
	
My writing skills are really grammatical as is my spelling
	
Confidence
	
By finishing this course and moving on to the next one.
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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 complete this course to the best of my ability
	Come to class and participate fully in discussions
	By completing and passing this course
	October 2020
	My tutor - Julia

	I want to become fit and lose weight
	Drive and commitment
	By weight loss
	ASAP
	Me, myself and I

	To make my family proud
	Belief in myself
	By being true to myself and achieving a Degree
	The next 3 years
	Tutors and UWTSD Resources
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MindTools (2019) How good are your communication skills?
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WHAT IS COMMUNICATION?

Communication is the process of sending and receiving messages through
verbal or nonverbal means.
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Figure 1: The Communication Cycle
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Listening Skills

Generally, people think that they are effective listeners and therefore they don't need to improve and develop their listen-
ing skills.

In reality very few people are truly effective listeners. Attentive or active listening is not difficult to learn but it does involve practice
and patience - or to break bad listening habits that have been learnt and reinforced over time.

This part of the assessment examines your listening skills.

*How do you rate your listening skills?
Above Average Average Below Average

Compared to other people my listening skills are: o

*Answer each statement honestly, thinking about your likely behaviour.

Always or
Nearly Al- Never or
ways often Sometimes Rarely Hardly Ever

1 get bored with conversations easily - most people have nothing in-
teresting to say.

When communicating with others, | pay attention to non-verbal sig- 3
nals - body language, facial expressions and gestures.

1 nod my head and use other gestures and facial expressi
show that I'm interested in what is b

| offer verbal signals while listening, things like, ‘Go on... ' or ‘Uh °
huh’ to encourage the speaker to continue.
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| offer verbal signals while listening, things like, ‘Go on... * or ‘Uh
huh'’ to encourage the speaker to continue.

| finish people’s sentences for them, when they pause and | know
what they are going to say.

I try to have the last word on a subject.

I sit and listen with my legs and arms folded in front of me.

I am often thinking of something witty to say in response while lis-
tening.

When | have something to contribute to a conversation, I'll interrupt
the speaker to make my point.

| make eye contact with others while listening.

I will interrupt the speaker if | disagree with a statement they have
made.

| decide whether or not to listen based on the speaker’s appear-
ance and how they talk.

Always or
Nearly Al-
ways Often

Sometimes

Rarely

Never or
Hardly Ever
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Emotional Intelligence

Emotional intelligence is a measure of how good you are at interpreting, understanding and acting on your emotions and
the emotions of others.

Research has shown that people with higher emotional intelligence enjoy more satisfying and successful careers and relationships.

People with higher emotional intelligence can usually deal with conflict more efficiently, they can express their feelings accurately,
recognise the emotions of others and cope better with emotionally charged situations.

*Assess your awareness - how you perceive others and how others perceive you:

Always or
Nearly Al- Never or
ways Often Sometimes Rarely Hardly Ever
In a group situation | generally know how the members feel about L)
each other.
| am usually a good judge of character. ()
| understand and respect the views of others — even if they are dif- ()
ferent to my views.
I find it difficult to make new friends. )
| can interpret the mood of others when | communicate with them. O)
I am confident about my existing skills and abilities and willing to O)
learn new ones.
If I'm feeling stressed | know exactly why this is. ()
lavoid difficult conversations and confrontations. o

| get irritated by other people's habits but avoid telling them about it. ()
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I'am content with who | am.
| can tell when someone doesn't understand what I'm saying.

I'm frequently self-critical of my mistakes. ()

*When other people become emotional around me | am most likely to feel:

@ Choose one of the following answers
Awkward - | would like to leave the conversation.
Somewhat uncomfortable - | am unsure how to react or respond.
Indifferent - | feel the same as in any other conversation.
Confident - | feel able to cope with the conversation.

® Empathetic - | can put myself into the other person’s shoes and see their position.
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Verbal Communication and Effective Speaking

How you express yourself verbally affects your relationships with others. Verbal communications are not only about the
words we use but how we use them.

Verbal communication is not completely isolated from other interpersonal and communication skills - it is related to listening, non-
verbal communication, emotional intelligence and sub-skills such as reflection and clarification. How you feel about yourself - your

self-esteem - will also affect how well you communicate verbally.

When answering the questions below, think about face-to-face verbal communications in one-to-one or small group situations, ra-
ther than telephone calls or presentation skills - which usually imply talking to larger groups.

*How do you rate your vocal skills?

Above Average Average Below Average

Compared to other people my vocal skills are: ()

*Generally do you agree or disagree with the following statements?

Neither Agree nor Disa-

Agree Disagree gree
| express my ideas clearly. ()
| speak fluently. ()
| vary the tone, volume and pitch of my voice appropriately in con- L)
versations.
People understand what | say. L)
L]

| use jargon and technical language whenever possible.
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| can restate the essence of what others have said in fewer and dif-
ferent words. | can accurately reflect content.

| repeat everything | have just heard back to the speaker.

| like to use uncommon words when talking to others - to show how
intelligent I am.

I'm quick to offer advice to people's problems. L)

| am generally nervous about speaking to other people.

*Are the following statements true or false?

True
My friends and family tell me | talk a lot.

I have to repeat myself often because people don't understand my
message the first time around.

I have difficulty putting my thoughts into words.

False
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Communicating in Groups

This part of the assessment examines how well you communicate and interact in group situations. Group communication
skills are often linked to current self-esteem and personal confidence levels, answer the questions honestly thinking about
formal or semi-formal group situations where possible.

%Pick three words to describe how you are most likely to feel when introducing yourself to new people in a formal or semi-formal setting (such as at meet-
ing at work, at school, or when joining a group).

@ Check all that apply
O Please select 3 answers

Confident Bored ¥ Excited
@ interested Anxious Stressed
Shy Uncomfortable Awkward

Normal / Fine @ Nervous Pleased
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*How do you feel each statement applies to you when you're in a group situation.

Always or
Nearly Al-
ways Often

I am nervous about having to answer a question in front of a group
of people.

In a meeting or classroom situation | prefer to sit at the back.
| feel comfortable and confident.

| worry about what to say when talking to others.

| participate.

I make new friends easily and generally get on well with people | ()
have just met.

| can dominate a group and tend to do the majority of the talking.
| feel like I'm an outsider.
I avoid group situations whenever possible.
I find it easy to fit into most group situations. ()
| avoid giving other people eye contact in group situations.

| do not usually say much when in a group of people.

Sometimes

Rarely

Never or
Hardly Ever
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Your total score is: 70%

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: 60% (Average)

(You rated your listening skills as: 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.

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

Emotional Intelligence
Your score: 68% (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 under-
standing why you and others behave in certain ways will enhance your interpersonal skills. It is worth taking some time to under-
stand 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.

See our pages: Emotional Intelligence and Counselling for more information.
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Verbal Communication
Your score: 77% (Above Average)

(You rated your verbal communication skills as: 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 opin-
ions in such a way that they are usually understood by others. Of course, you can always further improve your verbal communica-
tion.

See our pages: Verbal Communication and Effective Speaking for more information.

Communicating in Groups
Your score: 73% (Above Average)

You usually communicate well in a group situation and your skills in this area are above average. You are probably quite a confident
person who feels comfortable making appropriate contributions in group settings. Although how you behave in a group situation is
linked to your self-esteem, your ability to listen and process information and speak effectively are also important. You may find it
useful to watch others the next time you are in a group situation for ideas on how you can improve your communication skills fur-
ther.

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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15 Statements to Answer

10

1

I try to anticipate and predict possible causes of
confusion, and | deal with them up front.

‘When | write a memo, email, or other document, |
give all of the background information and detail |
can to make sure that my message is understood.

If 1 don't understand something, | tend to keep this
to myself and figure it out later.

I'm surprised to find that people haven't
understood what I've said.

1 can tend to say what | think, without worrying
about how the other person perceives it. | assume
that we'll be able to work it out later.

‘When people talk to me, | try to see their
perspectives.

1 use email to communicate complex issues with
people. It's quick and efficient.

‘When | finish writing a report, memo, or email, |
scan it quickly for typos and so forth, and then
send it off right away.

‘When talking to people, | pay attention to their
body language.

1 use diagrams and charts to help express my
ideas.

Before | communicate, | think about what the
person needs to know, and how best to convey it.

Not
at
Al

Rarely

Sometimes

Often

Very
Often
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12

13

14

15

‘When someone's talking to me, | think about what
I'm going to say next to make sure | get my point
across correctly.

Before | send a message, | think about the best
‘way to communicate it (in person, over the phone,
in a newsletter, via memo, and so on).

1try to help people understand the underlying
concepts behind the point | am discussing. This
reduces misconceptions and increases
understanding.

| consider cultural barriers when planning my
communications.
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Calculate My Total

Score Interpretation

E Comme

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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