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[bookmark: _Toc73253274]Part 2 Communication


[bookmark: _Toc73253275]1.0 Introduction
This report will undertake a review of theorist’s models of communication and review the application and implementation of the concepts within a workplace.  In the second part, the report will reflect on my own communication skills as a manager and identified needs to communicate both efficiently and effectively within my workplace.

[bookmark: _Toc73253276]1.2 Communication Cycle
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Shannon, C. (1948). Wrote in an article in Bell Systems Technical Journal entitled “A Mathematical Theory of Communication”. proposed an explanation of communication. He later collaborated with electronic engineer called Warren Weaver to put their skills together creating the Shannon and Weaver theory of communication. Illustrated above.
The sender can be either an individual or a group that needs to communicate something that is sent equally to an individual or a group. The encoder’s role comes in to play after they determine the way in which a message is to be transmitted. The channel is the method in which the message are disseminated such as email, video, letter, verbal etc. However, this is where they identify “noise” (something that can interrupt the flow of the communication) this maybe in the form of verbal, pragmatic or physical interruption. The sender needs to ensure clear information is within the content so that the decoder and the receiver have and understand clearly and interoperate the message in the vein it was sent.
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Berlo, D. (1960). developed a model of communication that identifies the communication skills needed by roles, Source – Message – Channel – Receiver.
It is envisaged that the source would need to possess the qualities that allows them to speak, write and give the message in a clear, constructive and concise way. Ensuring inclusive behaviour and an understanding for the recipient’s needs.  In this model, it is expected that the sender and receiver possess the same attributes. It is only with these attributes that the message will be communicated and received in the manner, in which it was intended.  If the source possesses good communication skills and the receiver possesses good listening skills the understanding of the message is clearly disseminated and received. 
In this model the Channel attributes the five senses and communication of the message will be through one of these modes:-
Hearing –verbal communication
Seeing – through written communication
Touch – interaction such as hugging someone
Smell – the smell of smoke can communicate a fire
Tasting – as a muscular organ the tongue is used to taste food, during this act communication may occur
Berlo’s model does not, however, leave room for feedback or that of noise as in Shannon and Weaver’s model. In the workplace, this model would be difficult to undertake communication improvements and efficiencies, as the lack of feedback does not allow for evaluation of the communication message success. An example of this is, when a message is verbally transmitted spoken by the source, where the receiver listens and then speaks and the source listens. What does not show in this is the interruption of “noise” which can be feedback from the receiver who may have interpreted the message incorrectly and taken offence by its content. This would be seen as psychological noise.
[bookmark: _Toc73253277]1.3 Means of communication
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‘Top Communication Channels to Consider for Your Business’ (2020). States three means of communication needed within an organisation.
[bookmark: _Toc73253278]1.3.1 Digital Communication
This communication means is through electronic devices and software, which are both online, and through internal communications such as intranet. In 2020, we have seen this form of communication within the workplace in the form of meetings transmitted through specific software such as Microsoft Teams, this was an effective tool to continue successful communication throughout the pandemic. However, this can also lead to the lack of ability to read body language that stimulates trust, openness and an understanding of individual’s character and personalities, which is essential to build an effective team.
[bookmark: _Toc73253279]1.3.2 Face to Face Communication
Predominantly in the workplace, verbal communication would be used in the form of meetings, presentations, team talks, annual reviews and can offer interpersonal communication. This form of communication can also create a platform for constructive discussion and feedback to initiate new processes, procedures, and solutions. 
[bookmark: _Toc73253280]1.3.3 Written Communication
This form of communication carries a more formal approach to communication in the form of emails, policies and newsletters. This form of communication is applied within the workplace to transmit notifications to employees through notices and updates. This is also used in a workplace to formalise contractual agreements such as contracts with employees or Service Letters of Agreement with Stakeholders or partners to ensure terms and condition are clearly set out and agreed by both parties, structuring their legal obligations.
[bookmark: _Toc73253281]1.4 Challenges of communication
(Mandelbaum. No Date). Indicates that a third of late or unsuccessful projects are due to the collapse of communication. The article identifies eight widespread communication failures:
1. No Client communication Plan
2. Leaders do not communicate effectively
3. Sending irrelevant communication
4. Unopened Line of Communication with Managers
5. Managers Keeping employees out of the loop
6. No Platform for Workplace Communication
7. Stressful Work Environment
8. Incorrect mode of Communication
(Blenkinsop,2010). ‘The Communication Cycle’ illustrates a checklist for effective communications that can combat the effects of the communication failures identified by Mandelbaum.
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Step 1 -  Have a clear understanding to whom you are communicating, clarity on the message you wish to convey. The importance and relevance of the message.
Step 2  - Adopt the correct mode of communication, the appropriate language in which the message should be disseminated. Contextualise the content for the receiver.
Step 3  - Select appropriate timing for sending the message. Consider the needs of the receiver both emotionally and capacity
Step 4  - Allow for communication feedback.
Step 5  - Use the feedback for constructive use, reflection and improvement
Step 6 - Implement the improvements.
As a manager myself, it is critical that I distinguish the format in which communication is conveyed, in particular when communicating information to multiple levels of hierarchy. For example within my workplace, there is a clear structure, which defines the communication flow.
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(Kenny, no date) Article in the Irish Times, quotes George Bernard Shaw, “The single biggest problem in communication is the illusion that it has taken place.” 
[bookmark: _Toc73253282]2.0 Assessing Own Communication Skills as a Manager
Within the assignment, there was a requirement for me to undertake a presentation on effective team working. We worked as groups in order to share concepts and ideas, a platform for created to enable us to communicate effectively whilst working remotely. However, despite opening dialogue on many occasions there was little flow of communication that led to a breakdown in the communication cycle. I felt disappointed that there was little commitment to the group from others. I do take into account that the group may have different hours of work to that of myself; nevertheless, the platform we used gave us ability to pick up communication thread at any given point of the day. It was therefore, very difficult to converse in one-way traffic, build relationships and trust. 
On giving the presentation, I felt very anxious and self-conscious. Preparing in advance had ensured the content to be relevant, with a clear aim and objectives. I had prepared some narrative to accompany the presentation slide, which helped me have a centred approach. I felt I communicated clearly and conveyed the message with clarity. I had prepared a feedback sheet with my questionnaire so that others in the group could comment so that I could improve on the elements within the feedback. The results, which I have included in Annex A, were very positive despite having a slight issue through delivering it through a virtual platform, in which the display controls were over a quote, which meant I was unable to read it, I did however, try to overcome this my summarising in my own words the content of the quote. The feedback has shown excellent skills in a number of areas, though I could improve on less content within the slides in order for the receivers to digest and have time to read the content. Within my presentation, I also covered the challenges brought to us in 2020 through remote working as a team; I was pleased that I received positive feedback on this as I feel it is pertinent to the way in which many workplaces are today, with homeworking becoming encouraged and the way in which our course is delivered.
In one of our course sessions, we were asked to complete a communication style questionnaire. (Appendix C). This determined my communication style. The indication from this questionnaire revealed my style as assertive. I agree with the findings as I feel I am confident, empathetic and fair. I treat peers with respect and value their opinions. “I speak to everyone in the same way, whether he is the garbage man or the president of the university.” (Albert Einstein, 1949).
[bookmark: _Toc73253283]2.1 Gap Analysis
As a personal evaluation following the feedback, I undertook a Gap analysis to identify objectives that would improve my communication within my role as a manager and improve communication within the workplace. The gap analysis will also formulate effective communication and review on strengths and weaknesses
	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?

	

Ensure effective communication at all levels



	Determine the modes of communication for hierarchy
	Knowing the availability of staff in particular with remote working
	Ensure access to diaries for availability

	Active listening
	Interpret staff needs
	Meeting feedback sessions
	Include feedback to the team meeting agenda

	Develop staff in communication skills
	Undertake their Annual Reviews
	Including Personal Development Plan within the Review
	Include Training requests as part of their review

	360 feedback
	Currently analyse staff
	Own analysis
	Incorporate both factors within my workplace for personal and better team performance

	Team Building Days
	Set staff tasks
	Set Team Development Days
	Diarise specific days and get suggestions from staff to be inclusive of their needs





[bookmark: _Toc73253284]2.2 Personal Development Plan to Improve own Communication Skills 
On completion of the Gap Analysis because of evaluation feedback for this assignment, I also conducted a Personal Development Plan to ensure there was clear objectives set with Smart target setting for completion. This would support a foundation structure for my developmental needs and set a timeframe for successful completion.
	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?

	Greater presentation skills
	Training
	Completing the course
	4 months
	Complete an internal short request form

	360 Feedback
	Implement
	Results
	3 months
	Develop a comprehensive department 360 feedback questionnaire and implement quarterly return

	Create a communication strategy guide
	Develop and implement
	Completion and publication
	4 months
	Implement as a departmental guide and resource tool



[bookmark: _Toc73253285]Conclusion
In conclusion, it is apparent that the influences of the theorist’s models have a significant role to play in the communication in the workplace. I found that within my own workplace practice, I have embedded a number of their directives and styles. Communication is vital to convey messages and can influence trust, loyalty and respect. Importantly it establishes greater understanding of individual’s traits, which can influence the delivery and mode of communication and an understanding of the barriers that may occur through “Noise” enables a fluid flow of communication in the workplace.
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Presentation Feedback and Evaluation goes here 
	Presentation Evaluation Sheet Results

	Module:  BMSK4002

	Topic:  Effective Team working 


	Date 23/05/2021
	Name of Presenter:  Medi Williams

	
	Feedback

	
	

	
	Weak
	Fair
	Good
	Excellent

	Prepared for Presentation
	 
	 
	 
	 XXX

	Presented in an interesting way
	 
	 
	 
	 XXX

	Objectives of the presentation are clear
	 
	 
	 
	 XXX

	Used visual aids effectively
	 
	 
	 XX
	 X

	Organised the presentation logically
	 
	 
	 
	 XXX

	Spoke loudly enough
	 
	 
	 
	 XXX

	Spoke slowly and clearly
	 
	 
	 
	 XXX

	Presented within appropriate time
	 
	 
	 
	 XXX

	Responded to questions accurately
	 
	 
	 X
	 XX

	
What can I do better next time?
Some slides contained a lot of information – this could be spread across additional slides which would make it easier for the audience to read and digest.

I noticed you had the same problem as me with the bar in the way of the screen.
	
What went well?
You spoke clearly and confidently. 
You provided a good understanding of the subject. 
Good workplace examples.


I liked the fact that you referred to the present day and how things are re covid pandemic. Well done Medi!
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Communication Style Questionnaire
This questionnaire is designed to help you assess your preferred communication style.
Thinking about your behaviour at work, write a score against each statement to represent which best typifies your behaviour where 
4 = agree strongly, 3 = agree somewhat, 2 = disagree somewhat, and 1 = disagree strongly.
As with all questionnaires, the level of your honesty and self-awareness will impact on the accuracy of the outcome…so, be truthful to yourself!

1. I express my opinions in an honest and appropriate manner. 
2. I can get angry and let this show. 
3. I find it difficult to say ‘no’. 
4. If I do not agree with a task that my boss has given me, I find a way of dragging my feet on it. 
5. I feel comfortable in asking for help from someone if they know more than me. 
6. I feel guilty if I leave on time for a valid reason and other people are still working. 
7. I can be sarcastic. 
8. I think my way of doing things is better than other people’s. 
9. If someone takes advantage of me, I find a way of evening the score. 
10. I feel I have a right to say no to other people’s requests and to negotiate a compromise. 
11. If I am in a large meeting, I find I do not speak up. 
12. I like to be in control of a situation. 
13. I stare people down. 
14. I make good eye contact with other people. 
15. If I am unsure about a task that I have been given, I find it uncomfortable to ask for help. 
16. I talk about other people behind their backs. 
17. When I have to deal with someone in authority, I find it difficult to look them directly in the eye. 
18. I am a good listener and equally other people listen to what I have to say. 
19. Rather than confronting someone about an issue, I would rather give them the cold shoulder or drop hints to other people that I am not happy. 
20. I am not afraid to be direct with someone, even if they think I am being rude.



Self-Assessment: Results

To assess your preferred communication style, transfer the scores you have given to each statement to the boxes below.
Then total each column downwards.
Look at the column where your score is the highest.
This is the communication style you use most of the time.

	
Q1
4

	
Q3
4
	
Q4
4
	
Q2
1

	
Q5
4


	
Q6
3
	
Q7
3
	
Q8
1

	
Q10
1


	
Q11
2
	
Q9
2
	
Q12
3

	
Q14
3


	
Q15
3
	
Q16
1
	
Q13
1

	
Q18
4


	
Q17
1
	
Q19
3
	
Q20
3

	
Total
16

	
Total
13
	
Total
13
	
Total
11

	
Assertive

	
Passive
	
Passive Aggressive
	
Aggressive
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Berlo's Model of Communication
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Figure 1: The Communication Cycle
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