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Introduction
In the first section of this assignment, I will be writing a report on communication in the workplace. I will be going over the importance of verbal and non-verbal communication, explain the levels of formality and go over different models of communication. In the second section of my assignment, I will analyse my own communication skills. I will reflect on feedback I have received on my presentation skills. I will also produce a personal development plan to work on areas for improvement. 
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[bookmark: _Toc40824633]Context of communication
Communication is passing on messages from one person to the other. The way that we communicate forms impressions to others and the way that we deliver our messages can be interpreted in many ways. 
Non-verbal- anything that adds meaning to your messages that does not involve your speech. For example, body language, eye contact and gestures. 
Paralinguistic cues- these are to do with the way you speak. The tone of your voice, pitch of your voice or speed of your voice add meaning to your messages and can form impressions of you to others (Morgan, 2017). 
My job role is to take orders over the phone and face to face. To ensure I give great customer service, I must speak loud and clearly so that the customers can understand me. When I serve customers face to face, I make sure I show open body language and make eye contact as I am the first person they come across in the shop, so I make sure I speak in a polite and friendly manner so that they feel comfortable to ask me for assistance. 
[bookmark: _Toc40824634]Importance of communication in the workplace
Good communication is one of the main things that makes an effective team. Communicating well will allow you to make the roles and responsibilities clear. This will result in work being completed to a higher standard and faster pace due to the fact the members of the team feel confident with what they must do to meet targets as there is no confusion. Verbal communication, written communication and good listening skills are some of the most important skills employers look for in candidates (Kashyap, 2019). 
[bookmark: _Toc40824635]The levels of formality
The level of formality that you communicate in depends on your audience and the topic. If you are writing an essay or completing a job application, you should write formally. However, if you were writing to a friend, you could write informally (Purdue, No date). The four levels of formality include:
The familiar- When you are speaking with people you know well (friends or family), you can write naturally without having to focus on the way you write as these are people that know you. These people will understand what you mean so there is no need to put effort into the way you speak. 
The casual- This is when you are writing to people who you do not know as well. For example, colleagues. These are people you have shared experience with and worked with, however they do not know you on a personal level like your friends and family. So, you would write to them in a casual way. 
The semi-formal- You speak in a semi-formal way when speaking to someone like your boss or teachers. People who you are not close with. Of course, it depends on your relationship with them, however generally these are people that tend not to be as close to you. 
The formal- This stage is when you are writing an essay as it requires speaking in an academic, professional manner. Writing formally is writing precisely and without the use of idioms. 
(Weaver, 2017).

Shannon and Weaver’s model of communication
Claude Shannon and Warren Weaver developed a model on communication in 1949 which is one of the most well-known and influential models of communication. This communication cycle shows the process of sending and receiving messages.  (OxfordReference, No date). 
[image: ]
This model includes 6 different elements of the transmission of communication: 
Sender- The founder of the message.
Encoder- The process of transforming messages into signals.
Channel- The messages being switched into signals which passes on the messages through different channels such as telephones. 
Decoder- When the signals get deconstructed into messages by the receiver to get an understanding of it.
Receiver- The destination of the message being sent from the sender. 
Feedback- this is when the receiver asks the sender for confirmation to ensure that the message has been received properly. 
(CommunicationTheory, No date).



Schramm communication model
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Wilber Schramm produced this communication cycle in 1954 which includes the basic aspects of communication. This cycle can be used to get an understanding of how communication works between people. This communication cycle also illustrates how communication is a two-way concept that involves the sender and receiver. Both the sender and receiver pass on messages by encoding and decoding them to understand the meaning. Schramm suggests how the sender and receiver of a message can be the same person. 
Encoder- The sender of the message. When sending messages, the encoder must be clear so that the receiver can understand it. The information must be precise, informative and relevant. 
Decoder- The decoder is the receiver of the message. However, this person may struggle to decode a message if it is unreliable and inaccurate. The more familiar the receiver is about the topic, the more effectively they will be able to decode it.  
Message- The information being passed on using words and symbols. Verbal and non-verbal communication plays a big part in this model. 
Feedback- Although feedback is not specified in the Schramm communication model, it is still an important stage. Not only is the message supposed to be analysed, the receiver is expected to respond back to the original sender which is feedback (Janse, 2019).

The Schramm model is a communication cycle, showing that the process continues. The Schramm model shows how communication is a two-way concept as the sender and receiver of the message both play an important role. According to Schramm’s communication cycle, the sender and receiver can be the same person. The sender encodes their message and passes it on to the receiver, the receiver decodes the message to understand it and then encodes their message to give feedback in response to the sender. The Shannon and Weaver communication model does not specify how the receiver must play the same role as the encoder as they must respond back following the same process as the sender when giving feedback (Janse, 2019).
As my role requires taking orders over the phone, I am aware that the customers can misread my messages as they are not face to face with me to read my body language which adds meaning. To ensure that I understand what the customers are ordering on the phone, I make sure I repeat it after them. I always speak with a clear tone and in a polite manner so that customers feel comfortable to ask for assistance. 
Berlo’s SMCR model of communication 
David Berlo produced the SMCR model of communication in 1960. Berlo’s model of communication demonstrates the basics of the process of communication. 
Berlo defines the different factors that form communication:
S- Sender
M- Message
C- Channel
R- Receiver 
Each stage must consider other factors in the process. The sender of the message must consider and follow the same factors as the receiver. Some of these factors include communication skills, knowledge on the subject and culture. The message must include content and structure. And the channel includes hearing, seeing, tasting, touching and smelling. 
Shannon and Weaver’s model and Schramm’s model of communication both highlight the importance of feedback, whereas Berlo’s model of communication does not mention anything about feedback. However, Berlo and Shannon and Weaver’s model of communication shows that communication is not seen as a two-way process. Whereas, Schramm’s model of communication highlights the importance of how the receiver plays the same part as the sender as they must encode the message and send it back to the original sender of the message as feedback to shoe understanding (Businesstopia, 2018). 

[bookmark: _Toc40742064][bookmark: _Toc40824636]Section 2- My communication skills

As I have previously mentioned, my job role is to take orders face to face and over the phone. I work for a food company that is joined with an online and food delivery service. Customers can review our food and customer service on review section under the business that I work for. I regularly check the feedback customers have given me. Most of the reviews are on the food however, when customers leave feedback on my customer service, I have never had any criticism. I accept feedback and criticism as it is a way to succeed and grow in the future. I believe the reason I get good feedback on my customer service is due to the fact I have worked in customer service before in a supermarket and I am aware of how important communication is. My main priority is ensuring I communicate in a polite manner and come across friendly. 
I recently performed a PowerPoint presentation to my tutor and class members. I made sure I studied the topic so that I would know what to say naturally, without looking down at my notes. I understand that non-verbal communication such as body language, facial expressions and eye contact add meaning to messages. So, I made sure that I was looking at the camera throughout my presentation.  My class members left me feedback on my presentation skills, and I was told that I made a lot of eye contact with the camera which showed I had confidence in what I was talking about. I was also aware of the importance of paralinguistic cues such as the speed of my speech and tone of my voice and how they add meaning to your messages. I received feedback from a team member who recommended speaking slower in the future as I was speaking fast. I agree that when presenting, it is important to take pauses and speak slower and clearer. Based on this feedback, I know to improve on my paralinguistic behaviour as my audience may assume that I am nervous due to the fact I speak fast which is not the impression I want to give. 
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[bookmark: _Toc40824637]Communication styles
The four different styles of communication include: passive, aggressive, passive-aggressive and assertive. People who communicate passively tend to keep their feelings to themselves. Passive communicators avoid confrontation and find it difficult saying ‘no’. People that communicate aggressively speak in a loud, firm way. They make intense eye contact that can come across as patronising. They can also come across as intimidating or offensive. The passive-aggressive communication style is when people tend to be indirect when they are unhappy about something rather than bring up the issue of what is bothering them. They tend to avoid verbalising their feelings as they prefer to communicate with their body language. Assertive communicators express their views and emotions openly; however, they do not make it all about them as they also listen to other people. Assertive communicators believe in equality and do not put themselves before others. Communicating in an assertive way is the most effective way of communicating (AlverniaUniversity, no date).
 I have completed a communication style quiz and my results showed that I am an assertive communicator. I agree with the results as I voice my opinions as well as considering the feelings and views of others.
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Personal development plan

	Objectives
	Success criteria
	Actions
	Implementation

	Improve my presentation skills – verbal
	· Receiving feedback from others
· Recording myself present and analysing my performance


	· Research how to improve verbal communication
· Practice presenting in front of others
	· Ensure that I work on areas that need improvement and make changes in the future 

	Improve my presentation skills- Non- verbal
	· Receiving feedback from others
· Recording myself present and analysing my performance
	· Research how to improve non-verbal communication
· Practice presenting in front of others
	· Ensure that my future presentations are performed at a higher standard effective non-verbal communication



Identifying areas of improvement as a manager 
[bookmark: _Toc40824639]Kurt Lewin was a psychologist who worked in the field of understanding how people work. Lewin came up with ideas to improve workplace management and group dynamics. According to Lewin, one of the main things that can lead to poor group dynamics is a weak team leader. A leader putting the focuses on the wrong priorities, ignoring issues when they arise and having poor communication can lead to bad team dynamics. In order to perform effectively as a team, it is important to be a dominant, trusted member of the team. As a manager, it is important I am honest and reliable to earn the trust from my team members. It is important I make the roles and responsibilities clear so that the members of the team feel confident in what they must do to meet targets. I will ensure I have open conversations with the team and build the team. I want the team members to be able to approach me and feel comfortable doing so, so I will give open body language and speak in a friendly manner to make that happen. Lewin explained how free riding is one of the factors that can lead to bad team dynamics. Freeriding is when certain members of the team take advantage of others leaving them to do all the work. As a manager it is important I look out for these things happening. It is my responsibility to put these things to an end in order to have a positive team dynamic.
Bruce Tuckman produced the ‘Forming, storming, norming performing’ team development model in 1965. This model is about the different stages team members go through. The forming stage is when there is no trust as the team members do not know each other. The storming stage is when relationships break as they feel frustrated when adapting to new learning styles. The norming stage is when things go back to a peaceful environment and the performing stage is when they meet their goal. Tuckman added the fifth stage ‘adjourning’ in 1970 which is when the team moves on to new things. As a manager, it is important to understand your team and understand the phases they will go through. It would be my responsibility as a manager to overcome these obstacles and manage conflict in the moment rather than ignore them (Businessballs, no date)
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Congratulations! You've achieved that sought-after mix of confidence,
directness, and empathy that so few people get right. The assertive
communication style allows you to get what you want and achieve your goals
while still respecting others, which means they will respect you in turn. While
everyone is capable of employing this communication style, it takes a person
who is able to be decisive, take responsibility, and listen effectively to truly
master it. Moving forward, know that the way you interact with others is an
asset you should highlight and feel proud of.
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4. Do you have any further suggestions on how | could

improve this presentation in the future?
Please answer below.

1 would say to speak a little bit slower as at times you spoke quite fast.




