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The purpose of this report is to understand communication within the workplace, how individuals interact and communicate with each other and how, with improved communication can you implement different systems and methods to create not only an effective working team but one that can work efficiently also.
 
Research was done, gathering relatable and relevant information from credited recognised sources. I took all information on board and judged through similarities, comparing different resources. As well as using my own knowledge and life experience (see self-assessments) to then enable me to produce an accurate report and one that was done to the best of my ability. 

By applying recognised theories of models of communication, I was able to create a framework to analyse and identify communication breakages and failures, what causes it fail and how to effectively put this right.

Knowing how to apply these theories will help when dealing with communication issues in the future. This is because it not only prepares you for when communication fails but teaches you how to work through the problem areas within communication and effectively create a solid and stable workforce unit.
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“Communication is the exchange of thoughts, information, or ideas that result in mutual   understanding between two or more people”.
- Griffiths, B.A and Dunham, E.B, (2015).
Certificate in higher education: skills for the workplace student yearbook. 
Encoding and decoding messages
(Ch.3 pg. 4).

It is impossible to define communication in the same way others would define it and with using the same words. Every person’s perception on what they feel communication to be, is and always will be different.
Communication is a core inner skill that takes place when information is shared between two or more people, in a way to gain a mutual understanding.
Information that is sent out one end can be interpreted a completely different way the other end. How one person feels about one thing could be completely different to how another person feels. 
Without communication there would be no interaction, no understanding, no feedback, and no growth. And without those, there would be nothing because no progress can be made if there is no open communication link. (Schriek, M), (interpersonal communication MS Podcast).
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	Verbal communication 
	Face to face 	
Voice notes
Answerphone messages                                                          
Sounds and tones

	Non-Verbal communication   
	Eye contact 
Body language
Gestures
Facial expressions
posture

	Written communication

	Letters       
Emails
Text message
books

	Visual communication
	Images and pictures
Logos
Signs & Maps
words and colours
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Communication is so common yet so complex and although this skill is implemented daily by everyone, majority of the time it often goes misunderstood. (Wiio, A, O. (1978).
The way an individual communicates with others can alter their perception of that person. It does not matter whether the individual is a good person, have a good heart, make deadlines, or go to visit your grandmother every Sunday. Majority of People do not see those inner values. they only see what is on the outside. If an individual is wrongly are perceived this can lead to insecurities within them which can alter the ability for that individual communicate even more. It is important to be aware that both inner and outer influences, as this can play a big part in a person’s ability to communicate and interact with others effectively with the workplace.  (Lyons, A (2020). 



 When communication skills are lacking it can bring on false impressions such as
· Poor understanding
· Lack of knowledge
· Lazy and no motivation
· Lack in pride
· Uncaring of others
· Does not care for the job 
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Work environments require good communicative systems to be able to effectively achieve. 
It is evident even though communication is a skill and used daily it is the one skill most struggle with. There are various methods that can be applied to help overcome communication barriers and although these methods differ slightly, they all stem from the same concept and that is Shannon-Weavers “A mathematical theory on communication”, (Shannon, C . Weaver, W. (1949).
Also known as “The mother of all models” this method was originally introduced to help identify problems areas within communication via bell systems and later went onto to improve telephones altogether. (Drew, C, PhD, 2020).
The Shannon – Weaver model is a linear communication method, focusing on how messages are sent and received. It is a one-way system analysis used specifically for identifying areas where messages can get mixed up, misinterpreted, or lost between the sending and receiving via verbal communication through telephones and other electrical systems. 
This highlights the way in which a message sent can result in communication failure depending on the channel used. This can happen either with the sender or with the receiver and even the channel itself’. (See Diagram 1 below). 


Diagram 1
[image: ]
(Shannon and Weaver, 1949)


Through behaviours and motions as well as the use of symbols, signs, and/or words, information that is transferred from one person needs to reach its destination with the other person and with the same meaning. (Webster, M, 2020).
Depending on who is receiving the message depends on how the message is sent out and what channel is used to send it, Different situations require different communication methods and different individuals will require a different approach. Communication is a continuing cycle therefore it is essential to know the process of a communication cycle works.

SENDER 
The starting point, the source of where the information comes from, The originator of the message.
An example of a sender might be a porter showing people to their rooms. he would need to know the names of each arrivals and room number before he is able to do his job.
ENCODER 
(still the sender) It is important that the sender assesses what is needed. looking at the content of information to know the best channel to use to send it deciding how to interpret the message in question, turning thoughts into communication, the sender of the message needs to decide how the message is best communicated and by what means.
An example of encoding could be that the porter would have to adapt his communication accordingly taking age into consideration, he may need to talk loud for the elderly and be more hands on helping with luggage. Business arrivals would be more of a formal approach escorting arrivals to executive suites.
MESSAGE
The message itself. The content of the message determines the way that is best to communicate
An Example of this could be - the porter would adapt as and when being aware of the needs of new arrivals. 
Eye contact, posture, facial expression, and overall mood are important factors (nonverbal communication).
RECEIVER
the receiver of the message. where the message is to be sent
The arrivals need to feel welcomed and at ease.
DECODER
An evaluation of the message, how the decoder evaluates the message will determine how the message is interpreted.
The interpretation from the arrivals is dependent on the overall welcome.  
FEEDBACK
feedback is essential for communication to be successful. If there is no feedback, how are individuals to know that the message was received and understood.
Feedback cards are left in all rooms, it’s how the hotel know they are doing a good job or not . without feed back you can’t judge or create foundations for improvement.

Wilber Schramms, A recognised communication theorist (Schramms, W, (1954) states that the sender, sending the message, must send it the correct way (ENCODE) for it to be received and interpreted as it was meant to (DECODED).
The sender is solely responsible for the communication to be successful. In an online article titled “Schramms model of communication” it states Wilber Schramms conjured his method from the awareness of how different cultures, languages, knowledge, and backgrounds can cause communication failure. (2020 Management study guide).
This highlights that culture, language and background can cause communication failure through verbal, nonverbal and written communication. Visual communication to address this would be beneficial to use here.
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There are five steps to effective communication, there are
STOP 
The first step to effective communication, to interpret what others are saying correctly stop what you are doing and slow down, you can’t pay attention to one thing whilst your mind is on other things. information will get misheard, misunderstood or forgotten. Communication link is lost, and communication fails because the listener has no idea what the person has said.
OBSERVE
Observe your surroundings and why the person has approached you , look at how the person approaches and what their reason is – the brain tends to decide hear whether the information is relevant in any way at this moment . It is important to think outside the box so you can respond with clarity and understanding.
LISTEN
After observing, listen. Be attentive when others are talking, listen fully and consciously when spoken to, paying attention to what is being said, the emotion that appears while the person is speaking along with their tone.  Be observant of body language, to see from the speaker’s point of view and not your own.
Look what is really being said rather than what just comes out of their mouth.
ADJUST
Interpret what has been said into your own words so an understanding can be gained on that part , separate your own thoughts and emotions to be able to give advice or respond from a way that will benefit then person In question and not yourself. Communication fails because one-person cant see from another’s point of view therefore does not understand and feedback given tends to be of no use, the person that initially approached will feel let down
RESPOND
After interpreting the information to create an understanding can you then chose to respond, responding without thinking can make the situation worse and cause complete misunderstanding between people.
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After taking the communication test (Please see appendix A.1). I was able to identify what communication skills were most prominent and what were least prominent in myself.

The results highlighted the following 

Communication in groups 49% result (average)
My weakest skill. Even though I can communicate in small groups having to publicly speak in front of other is so difficult for me. I tend to get nervous and withdraw without showing people what I can really do, No one really finds out my capabilities until further down the line. This stems from my own past life experiences one that I have dealt with for years. I do not talk about it a lot because the response I receive when people hear of the severity is embarrassing for me. one that others could not imagine or believe you could survive from. 



Listening skills 54% result (average)
I tend to get distracted easy and the result explanatories suggest I make more conscious effort to listen. My mind wanders easily I should assert my attention to others more. I agree
Verbal communication 57% result (average)
Possibly the only result I disagree with, vocally I have no problem expressing thoughts and feelings/opinions into words, however not so much in groups unless prompted to.
Emotional intelligence 77% (above average)
My emotional intelligence is above average which would make sense to me as I am highly empathetic and can pick up on other feelings and emotions. Emotional Intelligence comes from dealing with just that. Emotions. They either control you or you control them it is important to know how to do this. You cannot make a permanent decision on temporary emotions and some people get carried away with them. not me.
From the communication skills test I have identified that I am weaker in listening and in group communication 

Mindtools self-assessment
With a score of 59% this result contradicts the result above in regards to listening skills, however it says I am attentive to others, anticipating problems , reflecting over and assessing from outside the box to then make clear and correct action or decisions. (Please see appendix 1 for my results.)
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	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?

	

Gain confidence in group
communication



	Voice opinion within the online sessions of Microsoft teams 
	Confidence in myself to speak up amongst a group of people when giving things like presentations
	Step out of comfort zone, continue with teams, and face the fear of group communication

	Be a calmer and more confident speaker in presentations
	Learn from my 1st presentation and use the feedback to try and improve
	confidence
	Looking over feedback that I received from others in the group

	

Strengthen listening skills
	Understand others from what they say through empathy and emotional intelligence
	Attention, I tend to get distracted, my mind wanders
	Be more of a conscious listener. stay attentive in conversation
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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?

	Group communication 
	Continue to get involved in group discussions with fellow students
	Through my own emotions and feelings on future group experiences 
	 18 months 
Within that time, I want to gain better skills in communicating in groups and people in general
	Fellow students 
Feedback
Internet for research.,
Presentation experience - mistakes help you learn


	Be able to deliver presentations clearly and coherently
	Continue with group speaking exercises
	Create a learning log. takes notes on mistakes and how I can improve for the future
	I will assess after each presentation etc
	Feedback from 
Gav and the group

	Hold stronger listening skills
	Awareness that improvement is needed
	I will revert back to the quizzes to see if my results have improved
	An ongoing improvement that is needed 
	Skills assessments tests and development logs





















Conclusion

The overall purpose of communication is to create a mutual understanding, It is not always about agreeing with the other party. Its also the basis of how we evolve through life and social interaction. With so much diversity it is impossible to pinpoint exactly what communication is, and just as impossible to be able to get it right.
Within work environments effective communication is essential as it builds up stronger bonds between each other and a smoother functioning team, everything just seems to run a little better.
It’s not about the level of understanding, being attentive and adapting to reach others so they understand also is what it’s about.
Be assertive of surroundings. Communication is sharing an action that is understood on mutual perception, I guess.  So the need to be attentive to others is also necessray.
The ‘affect ‘creates the ‘effect ‘.
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Skills You Need Communication Quiz 
RESULTS
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Mind Tools Communication Quiz 
RESULTS
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Your total score is: 60%

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: 54% (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.
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Emotional Intelligence
Your score: 77% (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.

See our pages: Emotional Intelligence and Counselling for more information.

Verbal Communication
Your score: 57% (Average)

(You rated your verbal communication skills as: Average)

Your verbal or spoken communication is average, most people fall into this category. As with all elements of interpersonal skills you
should aim to work on improving your ability to communicate effectively using your voice — saying the right things at the right times
to enhance the communication process. When you speak to others take time to think about what you are saying and how you are
saying it — remember that understanding is the goal of successful communication, how could you improve your message?
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Communicating in Groups
Your score: 49% (Average)

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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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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