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[bookmark: _Toc41908951]Part 2 Effective Communication Skills
To Understand the art of communication, is to observe people. To elaborate how they interact with each other, what are the key traits that allow us to communicate effectively with one another? How are the team acting regarding body language? Here the report provides.
· Verbal skills
· non-verbal communication skills
· Techniques used for
· Communication models
· Written communication 
· The effective the signs of non-verbal communication 

How people position their hands and roll their eyes these facial expressions are the details in which we should be seeking to see the real issues people indirectly tell us. But not one expression provides proof of deception according Jo Navarro, for 25 years he worked in the FBI he used nonverbal body language as a tool to help interview spies, criminals, and terrorists. He explains that non-verbal is powerful, Navarro, (2020) states ‘’humans betray what we feel, think, desire, intentions, what makes us anxious, and what we fear’’. Further, to explain this process is to know the Limpic system by Soton Brain Hub who illustrates the most important functions showing how electrical signal happens in the brain to which is connected to the spinal cord this allows the authentic reactions to help identify any external activities or issues, whether it is bad news or images, we naturally use our hands facial expressions to protect ourselves, from the fear or desire these non-verbal signs show what we like or don’t like a particular thing. Shows that something is wrong, everyone reacts differently for different reasons. The Limpic system is a combination of complex structures in the brain that connect to the spinal cord sending messages up to the brain and down through to the body to make movement and action. These functions are important in various structures that translate emotion responses, regulate the bumpy functions, and storing memories (Soton Brain Hub, 2016). So when delegated a task from another colleague, I will verbally agree to the instruction but my body language is telling another story this is also seen as micro-expression is known as a non- verbal leakages According to (Lyon, 2020).

[bookmark: _Toc41908952]6 ways verbal and non-verbal communication how they overlap - Communication coach Alex Lyon collaborates with Mary Daphne and they discuss 6 ways verbal and non-verbal communication overlap,
1. Repeating- reinforcing the support for example a thumbs up a wink or touch on the shoulder to show compassion empathy.
2. Substituting - gestures in place of a word
3. Relying on non-verbal communications.
4. Complementing -enhancing nonverbal
5. Emphasize – Use strong gesture such as paralinguistic such as tone, pitch, and pace of speech
6. Contradiction – acting opposite to the verbal words, mismatch in body language.

Daphne talks about emblements such as a high five’s and thumbs are illustrations of nonverbal communication. Non-verbal leakage how this replaces the words not spoken, such as micro-expressions that happen very quickly keep a close eye on the small expressions made when you or someone else are instructed to do something that you or they don’t want to do; Daphne’s explains how this impacts our daily social interactions. (Lyon, 2020)

[bookmark: _Toc41908953]Original Shannon and weaver model of communication 1940.
(Lyon, 2017)
It is important to know the source information and how it transmits and encodes into the receiver then channels through noise of the environment which may change the reception of the message to the receiver which seen as the destination. But noise may encrypt it, there are many communication cycles, but the mother of all cycles invented in the 1940’s was reproduce as shown below original form of Shannon and weaver model of communication 1940. Lyon, (2020) quotes ‘’ It’s a simple model but people are complicated’’. Here I have created my interpretation or the original model and how the feedback loops effect the message as a whole wondering if the message was received or not, I think its important to reply to all messages sent.
Sender message 
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Objectives No feedback loops, for this model, non-verbal communication is not identified. As in 1940’s was a time when telephone industry exploded. Lyon also explains that no actual feedback loops are part of the original model, it was added later in extended models, so the message originally wasn’t known to be received. Later in 1949 it was demonstrated how messages get sent and received by feedback loops. Lyon, transmission Model of Communication: Shannon and Weaver 1949 was invented for a reply to be made after communication was made, even no response be a response. To understand a feedback loop is a reply of text message through social media such as Facebook or Instagram also another example of effective communication during the day of modern technology is a WhatsApp text it can be, Sent! Read! and Replied too! in a second. this can become consistent until communication has been made clear and precisely. (Lyon, 2017).
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[bookmark: _Toc41908955]Shannon-Weaver’s model of Communication Cycle (1949).

[image: ]
(Shannon and Weaver Model of Communication, n.d.)
(Shannon and Weaver, 1949)
This Model was created to understand how a message can send quick and efficiently. First the Sender, acting as a source information to the receiver. Requiring a certain channel to send the message, may be a concept of noise referring to physical noise, such a fuzz on the telephone or a car driving past, also if in a lecture you may be day dreaming while supposed to be listening maybe worrying about other things in life, psychologically and inner disturbances of the individual may occur they could have difficulty understanding the message while trying to get the message across for Decoding translating, this is the interpretation and what it stands for is the mathematical transfer of the message how its delivers to the receiver. The Feedback loop was introduced as a method for after the message sent, a reply can be made. For example, If cooking for a friend  you provide a dish (sender) that takes (transmits) the dish and eats it, you know that they have ate the food but without providing feedback, how do I know either enjoyed the dish or not, this is important you articulate as the course of action can be altered to give a better performance next time (Info OSOU, 2018)
Berol’s Model (1960)
David Berlo Sender-message-Channel-receiver - (SMCR) model of communication in 1960, from Shannon- weaver model of communication (1949).  The limitation from that model were recreated to allow more efficient form of communicating. (businesstopia, 2018)

[image: berlo's model of communication]
(Berlo’s SMCR Model of Communication, 2018)

What are the factors surrounding Berlo’s model (1960)

S- sender
This is important to understand the factors of the person and how they interact with their skills. The message sent needs to be underlyingly clear.
Communication skills- need to be in sync to provide a level of understanding to the receiver.
Attitude of the person- environmental factor enable message to be taken professionally
Knowledge the person has - a sense of knowledge for the role this helps interrogate computers and files for an answer.
Social systems- Laws, and religion are social factor that effect the message to communicate. 
Culture -is another factor to consider in one country they may find something which enables a rude remark, but the sender may find this an exceptional way to communicate. 
M- Message
Receiving a message in any form such as video, live chat email text or telephone.

Content – what is being sent what does it contain start to finish.
Elements of the paralinguistic – Such as Tone gestures that comes with the messages.
Structure- how it its laid out how to incorporate grammar and content
Code- of message how it is presented the language are there emblements that refer to words such as emojis.
C-Channel
This is the frequency used to channel the source of information such as through a telephone, fax machine or internet broadband connection. Or if the channel of connection is from person to person factors are the 5 senses we have for connection of people and our environment.
Hearing- the sounds that are recognised the language or symbolisms.
Seeing – This is where non-verbal is perceived.
Tasting- we can understand by receiving.
smelling – scents can be used to understanding if you like a certain food.
touching- there are lots of ways to identify a message through touch such a hugging a person. 

R-Receiver
This is all down to sender sending to message to see how it has been received if the sender isn’t in the same frequency as the receiver it can become an encrypted message, words can be scrambled and unrecognised 
Social systems, Attitude, and culture are all considered to be at familiar grounds to receive correctly what is sent. (businesstopia, 2018)
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[bookmark: _Toc41908957]Assessing Own Communication Skills 
Listening can be an issue for me with lots of people around me when someone is delegating a task providing verbal instruction, I can misinterpret what I am meant to do often. I take notes to help remind myself of what is next this prevents distraction as I can daydream a lot.
Organisation of what I need for the next day is key for organisation skills, to help me communicate efficiently using a phone planner and dairy to help initiate my memory remembering to look at my schedule is another skill set. I must introduce regularly if I can organise my daily tasks this helps me not to get so overwhelmed by work that’s needed to be done when other instruct me. Timing the right reply indicates consistency in a formal or informal relationship, but in a work environment no response is a response I must reply efficiently, this helps build rapport with other departments. This is something my manager always directs me to do is make sure the email and redirected query are for that actual department, the simple tasks are not provided as I am still learning I find I am being watched by my leader most of the time which effects ,my confidence while working I want to be able to be quick at the role I have and with that requires training which is something I didn’t have from the start so mistakes have been made. 
According to Forbes coach’s council most managers have habits for micromanaging employees the under lying issue for this is lack of trust, without the trust for employees to do the work that they have been told to day helps build rapport too to cultivate the trust to delate Task without asking has it been finished yet this will outline the dedication and progression from the employee shows what was understood and expected.- Sheeba Varghese, Sheeba Varghese (Council, 2019)
When instructed and explained how to do something over the telephone for example, check an expense payment, it can be difficult as the navigation of  how to do it isn’t there or physical guidance of the computer isn’t available such as access to certain folders. I approach my team leader for this information clearly using written communications via email requesting the access without his reply ill assume he didn’t get that message. 
With non-verbal it can be difficult to see an expression, especially when asking for help, it’s clear if someone is upset or smiling on the phone where so I tend to get the vibrational feeling how a person is, without seeing them from their tone of voice and pace when talking. Just by how they ask a query known as paralinguistic for example, the huffing and silent communication. I find I feel my team leader doesn’t trust the work I am doing is to my full potential and there is a personality clash due to my work speed and pace, I shall continue to  looking into ways to potentially make ends meet.
For clients and customers, it is mandatory to reply to emails within 5 working days, as the service levels can be affected customers may be waiting longer for a query to be answered whereas if telephoning the query is quicker, (channelling using telephone would be quicker in the 1940’s). These days we can choose to keep customers on hold while looking for an answer but, this is also time consuming for most. Working day to day, I mostly use the live chat forum to assist with clients and employers query’s this seems to be a consistent form of communication as the customer will complete all their information prior connecting the department they require along with personal details and also employee number to help Identify and verify details held. Using this has improve the service levels and consistency of calls and emails coming through having this form of communication seems to be better for company revenue and profit.
Written communications in regards to writing resume is a preview of what skills a person has before hiring them, it is being shown to a leader this will show the workers previous roles and learning the value and morals  from a previous roles will rub on to the next role, this is important to know that learning is taking place on top of the skills gained this is a great opportunity to know how their, punctuation is and grammar and spelling too.
During an interview I feel extremely nervous I find I sweat and get shaky, anxiety takes over, this is noticeable as my last interview the interviewee provided me with a desk fan, while at the interview I was embarrassed but while under pressure these are the things that will show a manger that maybe the job pressure will be too much to handle, unless right answer for scenarios are answer effectively and efficiently. 
I excel meeting new people I ensure eye contact is made and that I smile and present myself professionally, I have a habit to speak as I think this creates tension as I find it hard to know when my que to talk in I feel a lot like this with most managers I have had so if I adjust my pace of speech and slow myself down the better I can build rapport and gain more confidence in the future.

[bookmark: _Toc41908958]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?

	Communicate large groups.





	Conduct a group of people and delegate roles to achieve a goal
	Consistency of motivation to plan and organise
	 Inspire myself by attending a public speaking event to observe public speakers.

	Focus until tasks are complete
	Listening for a short period of times and fidgeting during lectures.
	I lose track of time and I tend to lose my focus for example, Not remember what was said during class.
	 Observe how much I know after a speech or after a conversation give feedback.

	Body Language
	I get extremely nervous talking to certain people in leadership roles.
	Fear and anxious takes over preventing me from opening to an opinion mainly in a workplace environment.
	Talk alone in a on recorded video and replay, to learn to be assertive and clear.







[bookmark: _Toc41908959]Personal Development Plan of my goals

	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?

	Public speaker
	Obtain confidence needed to be in front of a large group.
	By performing a open talk about a subject in class or work to encourage fitness for example to a school.
	Organise a presentation and plan for in a month’s 30.06.2020
to perform my ideas of communication. 
	Keep a list of topics that encourage teens to train and keep a personal diary of my own daily goals. 

	Consistency replying 
	Have the right amount of time to organise my communication skills whether its emailing or on the telephone and even live chat, I need to keep developing the new ways to keep communication consistent. 
	I can identify this is successful by having customer feedback, consistent reliable feedback from managers will enable me to know that I am on the right track.
	I shall keep a time frame month to month, reflecting in 30.06.2020, this will show my progression with being consistency with my 
	To keep a planner and to write down how far I have come from a month ago and this show how far I must go.

	Written communications
	Use a colour background to help prevent misreading of emails and texts.
	Being dyslexic I shall use my overlay to help read and tint out any light that effects my sight.
	Keep a reminder on my phone to use the overlay consistently 
	Have more then one overlay for different places such as one in work to keep at the office and one at home for my studies and reading books.
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[bookmark: _Toc41908961] Skill that are needed Communication Quiz

	1. How would you help simplify a complex query to an employee or client?

	2. How would you explain the query to a client that is extremely frustrated?

	3. How do you approach colleagues when arriving at work and leaving?

	4. Would you please explain a situation at work where there was conflict arising between you and another colleague, what did you do?

	5. Please talk about a time where you had to report someone at work for something, they done wrong?

	6. Would you say its more important to be a fantastic listening or an excellent communicator? 

	7. Do you prefer to do written or verbal work?

	8. Would you prefer to socialise face to face or talk to friends online?



	9. Explain a scenario when you have had sensitive information and you had to look after it how did you do this?

	10. You have been given unclear instruction for a new task from the manager, how do you approach this?

	11. When hired how do you interact with the group?

	12. How would you engage your team to pay attention when presenting daily task ?
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