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[bookmark: _Toc41056452]Part 2 Communication

[bookmark: _Toc41056453]Introduction

In this written assignment I will be researching the importance of communication, the methods we use to communicate and how we can improve our communication skills. I will be reflecting on my recent presentation and conducting a SWOT Analysis, Gap Analysis and Personal Development Plan.

[bookmark: _Toc41056454]1.0 Communication cycle

There are many forms of communication, this may be over the telephone, by text message, fax, face to face. It could include, written words, spoken words, diagrams or pictures. It is possible for any of the above to be miscommunicated. The sender starts any communication with their own thoughts, they understand what they are telling others, however the receiver does not know what it is the sender wants to say and therefore if there is a smudge on the diagrams sent by fax they may see something differently, or a text message in particular that has no tone to it can lead to the receiver reading it differently to what the sender intended. This miscommunication can cause a lot of problems, especially in the workplace.
[image: ]
(Shannon and Weaver, 1949)

The above communication model was one of the first models to add a noise channel, this is a very important part to highlight. Any interference at this point leads to the receiver unable to get the correct message. Noise issues could be traffic outside or interference on the telephone line, which will lead to the message being lost in translation. There is no perfect way to communicate, however the best method would be face to face, in a quiet room, where the sender is visible so the receiver can hear the message clearly and read any body language. The above model clearly shows that communication is a cycle. Feedback is extremely important, once the receiver has the message, they should then relay that back to the sender, this way both parties will be clear that there is an understanding. 
Blenkinsop (2010) has devised a 6-point communication cycle, he states that communication can be extremely complex as there are so many factors that need to be considered.
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1. Aim – Organise your thoughts. Why are you sending this message? What is the exact message you are trying to portray? What information does the receiver need to receive? What do you want them to do with the information? Is it even necessary to send it at all?
2. Compose – How should this message be sent? Is it clear and concise without personal emotion? Will the message be understood, or will it need additional information/resources? Is the language correct/lack of jargon? Could assumptions be made from the content?
3. Transmit – Is this the correct method, at the correct time? Does the recipient have a heavy workload currently and therefore should you delay the message?
4. Receive – Feedback is essential, has the message been received clearly? Can your audience ask questions? Will the feedback used help in any further communications you deliver?
5. Analyse – Any feedback positive or negative is helpful, this is the time to reflect on your feedback and consider any alterations that will be useful moving forward.
6. Change – After analysing your feedback, you can now look at ways to improve the way you communicate. Was the message delivered in the correct way, could it have been sent in an e-mail? Was it sent in an e-mail but would have been understood better if it were in a meeting? Do you present clearly? Is your handwriting eligible? Look at the ways in which you can improve on the positive and the negative, everything can always be made better.
This 6-step model is a brilliant tool for all types of communication, letters, e-mails, telephone calls, emails, SMS, face to face meetings & presentations.

David Berlo (1966) are among one of the greatest communication models. Developed in 1960 his model explains that there are many reasons that communication can be misinterpreted. Using the first line as an example, one person is potentially not going to be of the same intellect as another. Mr A is vey intelligent and prides himself on his varied vocabulary, he tends to use technical phrases and jargon. Mr A has a message for Mr B, unfortunately Mr B is not very technically minded and therefore when they have a telephone conversation Mr B does not fully understand what Mr A is trying to tell him and the message is lost in translation. Messages that are not fully understood can lead to mistakes; these mistakes could be very costly for a business. The centre sections often add to the confusion of the receiver.
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Morgan (2017) explains that there are many issues with communication, he states that attention must be payed on the fact that the sender is not the same person as the recipient. The sender fully understands the message they are sending, however the message will include their own thoughts, attitude, sarcasm etc included, the recipient may not understand that it is sarcasm and could misinterpret it or even be offended. It is paramount that any communication must be clear and concise, avoiding sarcasm, feelings, attitudes so that it is received correctly. Once the message is received its vital to remember that it is a cycle and therefore feedback is encouraged.

There are many barriers to communication: -
· Environmental – traffic, radio/music, T.V, dogs barking, children, general noise.
· Perceptual – trust, positional power, relationships.
· Content – buzz words, jargon, slang.
· Psychological – Alcohol/Drug abuse, mental illnesses.
· Physiological – disability, hearing difficulties, stutter, lisp.
Ideally the environmental and content barriers would be eliminated as much as possible and the other barriers may need a proactive approach, if there is awareness that there is mistrust for example then a telephone call may need a follow up e-mail so there is a written evidence base.
Another barrier may be listening skills. Although people perceive themselves as good listeners, many people are not active listeners. Very often people are not listening they are waiting to reply, while one person may be talking the other person is thinking about their response. Active listening is when a person is listening with their whole body, giving eye contact and showing they are listening, not just using their ears, these are empathetic listeners according to Covey (1989) and as shown in the diagram below.
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It is perfectly acceptable in any given situation, especially interviews or meetings, to listen (actively) pause and think about what has been said and then respond.

1.1 [bookmark: _Toc41056455]Communication in the workplace

There are many forms of communication, telephone, SMS/WhatsApp, e-mail, social media, Microsoft teams, skype, face to face are some examples. In my workplace we start everyday by having a whole team meeting – this is because production work a night shift and therefore there is a handover for the day shift, this is a face to face meeting where everyone has the opportunity to participate and discuss relevant matters. A great part of my day will entail communicating with others, I phone on average 3-5 suppliers a day – I have built a rapport with many of these suppliers and the orders will be very similar every week, the telephone conversations are quite informal, however I always follow them with a formal e-mail. I have a very strong Scottish accent, I live in Wales and work for a global company, therefore I speak to many people who have different regional accents, this can be a barrier and I am conscious that I may not be understood, this is why its so important that any telephone conversations must be followed by written confirmation. 
As a company we use skype daily, the company is global and there are many sites, they find this the best way for employees to interact with each other. I find this very helpful especially as you have a visual of exactly what they are asking/showing/telling. On our site we do converse using the telephone and e-mail, however we are very fortunate to be able to have face to face contact wherever and whenever it is necessary. My manager will very often pop to my office and we will have a discussion. We also have formal meetings and appraisals that are always added to the company/personal online calendars. I thankfully am yet to encounter any mishap due to poor communication; I understand that communication is a cycle and the importance of following verbal communication with written confirmation.

[bookmark: _Toc41056456]2.0 

[bookmark: _Toc41056457]Assessing Own Communication Skills 

As part of this assignment I was tasked with delivering a PowerPoint presentation online. To reflect on my experience, I will use the experiential learning cycle by Kolb & Fry (1975).
Having an experience.
I have delivered a PowerPoint presentation online. I had to do many hours of research, I researched Belbin.com (2020) and his team roles and Bruce Tuckman’s stages of group development, Tuckman & Jensen (1977). I used critical thinking reading and writing skills to have a good understanding of the content I had to deliver. I managed by time effectively during the process, I ensured that the presentation slides I produced showed clear information to the audience, and that my script followed the slides perfectly. I used my I.T skills to build a PowerPoint presentation, using various slides, with pictures, diagrams, and text.

Reviewing the experience.
1. Research – I spent many hours researching firstly what I would like to include in the PowerPoint presentation, did I need all the information that was asked for? Could I incorporate some of the items together? Could some be a basic understanding and others need more detail? Once I had established exactly what I wanted in the assignment I began to research in sections. I used my critical thinking, reading, and writing skills and attempted to be as precise as possible. I used the CRAAP test Blakeslee (2004) to ensure my information was Current, Relevant, correct Authority, Accurate and Purposeful.
2. I.T – I have good I.T skills and enjoy using technology. I built a PowerPoint presentation on Microsoft with ease, I ensured that I used plenty of slides with visuals and a small amount of text on each slide as not to overwhelm the audience.
3. I worked hard on a script to follow the slides. I wanted to speak about the slide that was currently on the screen. I thought hard about the language I used, I tried to eliminate jargon wherever possible as I was unsure of the intellect of my audience.

Concluding from the experience.
I was pleased with my PowerPoint and the script; I feel that it was very informative. I am quite an animated person and will happily present in front of an audience, however as this was an online presentation, I did feel that it was ‘just reading from a script’ instead of presenting.

Planning the next steps.
· Ideally, I would rather to present in person, unfortunately due to political threats (Covid-19) this is not possible now. Where ever possible moving forward I would chose to present in front of an audience than online, or if that is not possible at least be in an environment with equipment that enables me to feel like I am delivering other than sitting reading off a script.
· I gave my audience an evaluation score sheet, the results were mostly positive, however the one issue they all had was that my presentation ran over the estimated time limit of 12 minutes, this was intentional and on my lesson plan. However, I do stand by the time that it took, I feel that it was very thorough, and I discussed every point not a few of the given list. If I had been given a definitive amount of time, rather than a guideline, I would have adapted my presentation to the time limit. In this case I thought it was more important to share all the information. After receiving feedback there were many sections of my presentation that were memorable, so therefore I feel that it was the correct action for this specific task, however in future this may need to be adapted.

[bookmark: _Toc41056458]Gap Analysis

[bookmark: _Hlk41049361]I have conducted a Gap Analysis based on my recent presentation.
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[bookmark: _Toc41056459]PDP

I have conducted a PDP based on my recent presentation.
[image: ]
I have used SMART objectives Doran (1981) throughout my PDP, every item is Specific, Measurable, Attainable, Realistic and Time-bound, this will give me the greatest chance of success.







[bookmark: _Toc41056460]SWOT Analysis

I have conducted a SWOT Analysis based on my recent presentation.
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[bookmark: _Toc41056461]Conclusion

Throughout this assignment I have used critical thinking, reading, and writing skills to explain the importance of communication and active listening. I have researched communication cycles such as Berlo (1966) and Morgan (2017). I have used a reflection model to reflect on my recent presentation and included SWOT Analysis, Gap Analysis, and a Personal Development Plan, which will help me to develop my skills and reach my goals, especially as I have used SMART objectives throughout these tables.
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