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Introduction
BMSK4002 Part 2 of the assignment will look at the communication cycle of Shannon and Weaver, Schramm and Berlo. It will look at the structure of communication within the Engineering department of Marelli Automotive Systems Europe Plc, which has a manufacturing site in Carmarthenshire. The site at Llanelli manufactures and assembles climate control systems for Jaguar Land Rover, Nissan, and others.
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(Shannon and Weaver, 1949)

The diagram above shows a simple communication model, a linear model. In 1949 two Americans worked together (Oxford Reference, 2022) to write an article in “Bell Systems Technical Journal”, they called this a “Mathematical Theory of Communication” later calling it the “Shannon Weaver Model of Communication”. The two people were Claude Shannon a Mathematician and Electronic Engineer who worked for “Bell Telephone Laboratories” and Warren Weaver a Scientist.
This transmission model was originally formulated to develop and improve technical communication but later was widely used in communication. The fundamentals are,
· Sender, the source of the message.
· Encoder, device to convert messages into signals, this was developed for telephones and computers.
· Channel, this is the medium required to carry the message from the sender through the encoder to the decoder and then to the receiver, this could be phone calls, video, radio, or emails.
· Decoder, here signals are converted back into message.
· Receiver, the final stop for the message. 
Communication noise (Nordquist, 2019)
This can occur from either an internal or external source and may affect understanding of the message. An internal source could be a word spelt wrongly, a heavy regional accent or a misinterpreted sentence. An external noise takes attention away from the message, sources could be an undelivered letter, a cracking phone line, noisy crowd of people or a power cut.
Feedback
Feedback was not considered in the original Shannon and Weaver model, but this naturally occurs when the receiver responds to the sender, it could be a reply to a message to say that it has been received and understood or even asking for more clarification. Other feedback can be body language, facial expressions, or tone of voice.
A real-life work example would be the Quality of a manufactured component.
· Sender – Packer Inspector contacting Technician.
· Encoder – Mobile phone to convert message.
· Channel – medium to carry message is Wi-Fi.
· Decoder – Mobile phone to convert message.
· Receiver – Technician answering call.
· Noise – There is noisy machinery operating in background.
· Feedback – Writer asking for message to be repeated due to background noise.

Schramm Communication Cycle (Schramm, 1954)
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This model has its roots in the Wilbur Schramm (Schramm, 1955) model, it defines the communication model as circular a bidirectional activity.
· A circular model.
· The received message will require interpretation.
· The communication is bidirectional.
· All communication needs 3 stages, encoding, decoding and interpretation.
By being bidirectional communication both parties are the sender and receiver, the message does not end until the receiver sends an input back, circular activity. Encoding and decoding are the two most important functions. The information sent needs to be thought out carefully and is only complete when the recipient decodes and understands the message and provides feedback. 
At the communication stage noise can be introduced, this can change the meaning of the message sent and change the context. If the communications intended meaning differs from what is interpreted by the receiver, then this is called “seismic noise”.
The encoder needs to think about how this message is to be communicated, it could be face to face, email, telephone call, presentation, or video call, whichever is appropriate.
Decoding requires some personal skills, this could be listening, looking, hearing, or reading.
Schramm cycle as a communication example in work is.
· Login and join Teams site for online training course.
· Use access code and login into Mentimeter app.
· General discussion on Teams.
· PowerPoint presentation runs on Mentimeter app, presentation frequently stops, and the trainee must input answers to questions, presentation continues.
·  At end of presentation, you have another chat on Teams and are given a completion code.
· Back to Mentimeter site, feedback effectiveness of presentation and input completion code.
· Close both sites, a few days later you receive training credits.
· The trainee continually gives feedback through questions and answers.

Berlo Communication Cycle (1960)
[image: Diagram
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David Berlo’s Model of Communication (1960) (Narula, 2006) is a newer linear model of the Shannon and Weaver cycle. SMCR is (Sender, Message, Channel and Receiver) the four building blocks of the model, each block has five channels as can be seen above. 
There are 20 channels in total, only a few will be discussed due to constraints, but the writer advises self-study to get a complete picture of this model.
· Source (Communication skills) – These may include, looking, hearing, reading, listening, and speaking.
· Message (Elements) – body language and gestures which are movement of the hands, eyes, and face.
· Channel (5 senses) – hearing, touching, tasting.
· Receiver (Knowledge) – if both sender and receiver understand the topic then understanding will be greater, if one or both have no knowledge of the topic then understanding may not happen.
In a work situation Berlo’s model can be applied to video presentations, one example would be when the Company CEO gives briefings, this occurred in February this year when all employees had to attend “Q4/Full Year Results 2021 Town Hall with Mark Casper”. Everyone sat and watched the presentation, there was no interaction, no feedback, no questions could be asked, and no noise as previously discusses was considered.
The disadvantage of this model is that there is no 2-way communication, no noise 
considered and no feedback.

Non-verbal Communication (BBC, 2022)
Non-verbal communication can be split into two areas.
· Listening skills - important when being told the message to prevent misunderstanding or poor interpretation, if needed ask for clarification or the message to be repeated.
· Body language – this is the unspoken part of a conversation; it will communicate your feeling and attitude. It could be a facial expression, a smiling face, frown or rolling eyes. Making eye contact when being spoken to or looking away. Posture, hands in pockets, invading someone’s personal space or even having clenched fists.
Verbal Communication (BBC, 2022)
This is speaking to another person by various channels, this could be face to face, Teams, Zoom or telephone. You should avoid swearing, shouting, be clear and concise and at an appropriate voice level. Use a pleasant tone, listen to what is being said and check for understanding. Consideration should be made for noisy environments and possible hearing problems.

Levels of formality 
Verbal Communication (Jani, 2020)
There are 5 levels of formality in verbal communication.
· Frozen – this is historical language.
· Formal – Legal language.
· Consultative – as in Doctor Patient.
· Casual – as if speaking to family and friends.
· Intimate – husband and wife.
Non-verbal Communication
Clothing and personal appearance can be important in the formality of non-verbal communication, this could include tattoos, hair, jewellery, clothing, shoes, hats. Effort here will show the receiver the level of interest in the process; a candidate would not go to a formal interview in shorts and a pair of flip flops, he or she would like to make a good impression and be taken seriously. 
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A PowerPoint presentation on “Effective Team Working and Communication” was presented via a PowerPoint presentation Show, and feedback was received from tutor and fellow students (Appendix 1).  Once returned I performed an analysis on the feedback given (Appendix 2). Everyone has an opinion, some are disappointing, the presenter received a “Fair” for the question “Objectives of the presentation are clear” with no indication of why this was not achieved. There were factual errors in dates which caused the presenter sadness, self-inflicted errors.
Comments about more colour required on the slides is not shared by the presenter, the slides were made for an academic setting with adults, if it was for teenagers on a lighter topic then more colours could have been appropriate. 
The presenter believes that he made a reasonable effort to fulfil a task outside his comfort zone, if presenting is not a part of your normal work activity, then it is a daunting task, time an experience is required, people make a living from presenting. 
Two online communication style questionnaires (appendix 3) were completed, both identifying the presenter as assertive.
Presenter also completed the “Communication Effectiveness Questionnaire” where it was concluded that the present will gather or research all facts before going into a meeting and will also look for potential barriers or downfalls to the ideas, so that a balanced viewpoint can be achieved.   Also, that concentration levels decline if the topic is of no relevance to the writer.
The presenter completed a GAP analysis (Appendix 5) following the presentation feedback and the communication style questionnaires and results.   From the GAP analysis the presenter has put in place a Personal Development Plan (PDP) (Appendix 6)
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Description
(Appendix 7) shows the communication chart for the Support Technicians of Marelli Automotive Systems Europe Plc.
In February 2017 news came that Japanese Engineers would conduct a site visit to audit our Total Productive Maintenance program, the company had not progressed the program for 2 years, in 6 months compliance was required.
Colleagues were invited to meetings but were disinterested, research was being carried out, the manager enforced attendance.
Quickly with knowledge a plan came together, a team of 6 was formed with clear goals and objectives, the Team Leader was chosen, and areas were allocated. 
The day of the audit arrived, 3 Engineers from the Japan head office showed up, all were briefed on how to address them, no hand shaking, only bowing allowed, and if they were talking, no interruptions.
The audit concluded with the site being awarded level 2 status, the site was classed as best in Europe.

Feelings
In the beginning the Team were shocked at the lack of notice, the lack of progress and the lack management involvement. Nobody knew what was involved, what needed to be done or how it would be accomplished. 
Early on there was friction, the Team was forced together, choice was not an option, neither was failure, the audit had to be successful. Long hours made people irritable and argumentative, it was up to the team leader to calm the situation.
People had done their best, the audit was here, nervous tension was high, people were tight lipped, conversatios were not welcome. The site passed with flying colours, the whole team gave a sigh of relief, the tension disappeared, a proud moment for all involved,
Could a similar situation happen again, yes as no lesson has been learnt?

Evaluation
The positive outcome was success for the team and for the company, a team had been developed in a relatively short time, members had pulled together and had learnt about themselves and what their limitations were. On the negative side it was disappointing as this situation need not have happened, two years had flown by with no preparation work, not training given and no team formed.
Self-study had taken place, there was no time to nurture experience, it had to happen quickly, judgements had to be made rightly or wrongly, consequences had to be dealt with quickly in a decisive manner.
Conclusion
If a similar situation or a project problem occurred again, then the company would be in a better place to deal with it. People had found out what they were good at and their limitations. Good friendships and teamwork had been developed, members had worked out what skills they possessed, who could be trusted with what?
If the team had to be formed again the format would stay the same, the team jelled together well, after the initial frictions people calmed down, were more agreeable and did what we needed to do.

Action
The team continues to keep in touch, they have been called to do some minor project work on an ad-hoc basis. A suggestion has been escalated to senior management regarding focus training to fully resource personnel who have displayed an interest in this sort of work. Self-study worked this time, if there is a next time it could fail, no one can predict it, but there is now a window of opportunity for training, team building and a good future.
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Returned feedback forms
	Presentation Evaluation Sheet 

	Module:  BMSK4002 

	Topic:  Effective Team working  
 

	Date 20.03.22 
	Name of Presenter: Michael Thomas  

	 
	Feedback 

	 
	

	 
	Weak 
	Fair 
	Good 
	Excellent 

	Prepared for Presentation 
	  
	  
	 x 
	  

	Presented in an interesting way 
	  
	  
	 x 
	  

	Objectives of the presentation are clear 
	  
	 x 
	  
	  

	Used visual aids effectively 
	  
	  
	 x 
	  

	Organised the presentation logically 
	  
	  
	 x 
	  

	Spoke loudly enough 
	  
	  
	 x 
	  

	Spoke slowly and clearly 
	  
	  
	  
	 x 

	Presented within appropriate time 
	  
	  
	  
	 x 

	Responded to questions accurately 
	  
	  
	 x 
	  

	 
What can I do better next time? 
Ensure accuracy in dates if using actual, real examples. 
Kabul was evacuated in 2021 not 2019. 
You repeat your CK example on 2 slides with different dates.  
Reference the original source of models used – Tuckman, Covey, Belbin, Lewin etc. wrote books about their models  – reference them directly if possible, even if you have read about their models in another source which you can also reference. 
 
	 
What went well? 
Interesting information 
Obvious understanding of topic 
All relevant areas covered 
Good explanations of theories  
Examples provided throughout 
Calm, relaxed, confident speaking voice 
 
 
 
 
 
 
 
 
 
  




	Presentation Evaluation Sheet 

	Module:  BMSK4002 

	Topic:  Effective Team working  
 

	Date 21.02.2022 
	Name of Presenter:  Michael Thomas 

	 
	Feedback 

	 
	

	 
	Weak 
	Fair 
	Good 
	Excellent 

	Prepared for Presentation 
	  
	  
	 x 
	 

	Presented in an interesting way 
	  
	  
	 x 
	  

	Objectives of the presentation are clear 
	  
	  
	  
	 x 

	Used visual aids effectively 
	  
	  
	 x 
	  

	Organised the presentation logically 
	  
	  
	 x 
	  

	Spoke loudly enough 
	  
	  
	x  
	  

	Spoke slowly and clearly 
	  
	  
	  
	 x 

	Presented within appropriate time 
	  
	  
	  
	 x 

	Responded to questions accurately 
	  
	  
	 x 
	  

	 
What can I do better next time? 
 
Use more colourful slides.  
 
	 
What went well? 
Spoke clearly, and presented well, showed understanding on the module.  
 
 
 








	Presentation Evaluation Sheet 

	Module:  BMSK4002 

	Topic:  Effective Team working  
 

	Date: 20.03.2022 
	Name of Presenter:   Michael Thomas 

	 
	Feedback 

	 
	

	 
	Weak 
	Fair 
	Good 
	Excellent 

	Prepared for Presentation 
	  
	  
	  
	 x 

	Presented in an interesting way 
	  
	  
	 x 
	  

	Objectives of the presentation are clear 
	  
	  
	  
	 x 

	Used visual aids effectively 
	  
	  
	 x 
	  

	Organised the presentation logically 
	  
	  
	  
	 x 

	Spoke loudly enough 
	  
	  
	  
	 x 

	Spoke slowly and clearly 
	  
	  
	  
	 x 

	Presented within appropriate time 
	  
	  
	  
	 x 

	Responded to questions accurately 
	 N/A 
	N/A 
	N/A 
	N/A 

	 
What can I do better next time? 
· Use of tables for comparison between good and bad dynamics.  
· Personally, white text for me is difficult to concentrate on and read due to my dyslexia.  
· The use of the ‘design slides’ feature may be beneficial in future to incorporate different layouts to suit what is being presented.  
· Feedback form is not at the end of the presentation.  
 
	 
What went well? 
· Spoken clearly and confidently.  
· Speed and tone of speaking is good, easy to follow as slides are presented.  
· Interesting slides, with good resources/references.  
· Good work examples to explain effective/ineffective team working (F1/Kabul)  
 
 
 
 
 
 
 
 
 
 
 
 
  


 
	Presentation Evaluation Sheet 

	Module:  BMSK4002 

	Topic:  Effective Team working  
 

	Date 21.02.2022 
	Name of Presenter:   Michael Thomas 

	 
	Feedback 

	 
	

	 
	Weak 
	Fair 
	Good 
	Excellent 

	Prepared for Presentation 
	  
	  
	  
	x 

	Presented in an interesting way 
	  
	  
	 x 
	 
 

	Objectives of the presentation are clear 
	  
	  
	 x 
	  

	Used visual aids effectively 
	  
	  
	 x 
	  

	Organised the presentation logically 
	  
	  
	 
	x  

	Spoke loudly enough 
	  
	  
	  
	 x 

	Spoke slowly and clearly 
	  
	  
	  
	 x 

	Presented within appropriate time 
	  
	  
	  
	 x 

	Responded to questions accurately 
	  
	  
	  
	 x 

	 
What can I do better next time? 
  
More colourful presentation slides  
	 
What went well? 
 
Spoke clearly and at an appropriate speed 
Obvious understanding of the topic 
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Summary of Feedback Received
	
	Weak
	Fair
	Good
	Excellent

	There were 4 respondents to the feedback questioner
	
	
	
	

	Prepared for Presentation
	
	
	11
	11

	Presented in an interesting way 
	
	
	1111
	

	Objectives of the presentation are clear
	
	1
	1
	11

	Used visual aids effectively
	
	
	1111
	

	Organised the presentation logically
	
	
	11
	11

	Spoke loudly enough
	
	
	11
	11

	Spoke slowly and clearly
	
	
	
	1111

	Presented within appropriate time
	
	
	
	1111

	Responded to questions accurately
	
	
	11
	1



What could I do better next time?
Quoted from feedback forms.
· Use of tables for comparison between good and bad dynamics.  
· Personally, white text for me is difficult to concentrate on and read due
 to my dyslexia.  
· The use of the ‘design slides’ feature may be beneficial in future to
 incorporate different layouts to suit what is being presented.  
· Feedback form is not at the end of the presentation.
· More colourful presentation slides.
· More colourful slides.
· Reference the original source of models used – Tuckman, Covey, 
Belbin, Lewin etc. wrote books about their models – reference them
 directly, if possible, even if you have read about their models in
 another 
source which you can also reference
· Ensure accuracy in dates if using actual, real examples. Kabul was 
evacuated in 2021 not in 2019. You repeat your CK examples on 2 
slides with different dates.
What went well?
Quoted from feedback forms.

· Spoken clearly and confidently.
· Speed and tone of speaking is good, easy to follow as slides are presented.  
· Interesting slides, with good resources/references.  
· Good work examples to explain effective/ineffective team working (F1/Kabul)  
· Spoke clearly and at an appropriate speed 
· Obvious understanding of the topic 
· Spoke clearly and at an appropriate speed 
· Obvious understanding of the topic 
· Interesting information 
· Obvious understanding of topic
· All relevant areas covered
· Good explanation of theories
· Examples provided throughout
· Calm, relaxed, confident speaking voice
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Communication style questionnaire
Communication Style Questionnaire (UWTSD, 2022)
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

2

	
Q5

2
	Q6


1
	
Q7

4
	
Q8

1

	
Q10

1
	
Q11

2
	
Q9

3
	
Q12

1

	
Q14

4
	
Q15

3
	
Q16

1
	
Q13

1

	
Q18

4
	
Q17

1
	
Q19

1
	
Q20

4

	
Total

15
	
Total

11
	
Total

13
	
Total

9

	
Assertive

	
Passive
	
Passive Aggressive
	
Aggressive








Glassdoor Communication Style Questionnaire (Glassdoor, 2022)
[image: Graphical user interface, text, application, chat or text message
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Communication Effectiveness Questionnaire
COMMUNICATION EFFECTIVENESS QUESTIONNAIRE (UWTSD, 2022)

1. I maintain good eye contact and give people my full attention

	Rarely
	Occasionally
	Sometimes
	Frequently
	Always

	
	
	
	x
	



2. I smile warmly at people when they appear to want to talk to me

	Rarely
	Occasionally
	Sometimes
	Frequently
	Always

	
	
	
	x
	



3. I let people finish what they are saying without interrupting

	Rarely
	Occasionally
	Sometimes
	Frequently
	Always

	
	
	
	x
	



4. I show genuine interest when people are talking to me

	Rarely
	Occasionally
	Sometimes
	Frequently
	Always

	
	
	
	x
	



5. I encourage people to speak their minds openly and share concerns

	Rarely
	Occasionally
	Sometimes
	Frequently
	Always

	
	
	x
	
	



6. I appear in the right frame of mind for all important discussions

	Rarely
	Occasionally
	Sometimes
	Frequently
	Always

	
	
	x
	
	



7. My body language is conducive to attentive listening 

	Rarely
	Occasionally
	Sometimes
	Frequently
	Always

	
	
	x
	
	



8. I listen enthusiastically and positively

	Rarely
	Occasionally
	Sometimes
	Frequently
	Always

	
	
	x
	
	



9. I do not trivialise the ideas or views expressed by other people

	Rarely
	Occasionally
	Sometimes
	Frequently
	Always

	x
	
	
	
	



10. I am calm and patient in conversation and discussion

	Rarely
	Occasionally
	Sometimes
	Frequently
	Always

	
	
	
	x
	



11. I am well prepared for meetings

	Rarely
	Occasionally
	Sometimes
	Frequently
	Always

	
	
	
	x
	



12. I avoid making the other person feel as if they are being interrogated

	Rarely
	Occasionally
	Sometimes
	Frequently
	Always

	
	
	x
	
	



13. I communicate feelings as well as ideas and facts

	Rarely
	Occasionally
	Sometimes
	Frequently
	Always

	
	
	x
	
	



14. I speak up when I am confused or unsure

	Rarely
	Occasionally
	Sometimes
	Frequently
	Always

	
	
	x
	
	



15. I summarise what I have heard to make sure I have understood clearly

	Rarely
	Occasionally
	Sometimes
	Frequently
	Always

	
	
	x
	
	



16. I give people time, attention and encouragement so they can get the message across

	Rarely
	Occasionally
	Sometimes
	Frequently
	Always

	
	
	x
	
	



17. I communicate clearly when giving information and instruction

	Rarely
	Occasionally
	Sometimes
	Frequently
	Always

	
	
	
	x
	



18. I openly demonstrate that I appreciate feedback from other people

	Rarely
	Occasionally
	Sometimes
	Frequently
	Always

	
	x
	
	
	





19. I do not insult or demean the other party when offering critical comments
	Rarely
	Occasionally
	Sometimes
	Frequently
	Always

	
	
	
	x
	



20. I am able to get complicated ideas across clearly

	Rarely
	Occasionally
	Sometimes
	Frequently
	Always

	
	
	x
	
	



21. I deliver my communication at a pace and way that is comfortable for others

	Rarely
	Occasionally
	Sometimes
	Frequently
	Always

	
	
	
	x
	



22. I demonstrate that I am helpful and genuine in conversations

	Rarely
	Occasionally
	Sometimes
	Frequently
	Always

	
	
	x
	
	



23. My written communications are clear and concise

	Rarely
	Occasionally
	Sometimes
	Frequently
	Always

	
	
	
	x
	



24. I keep everyone informed where appropriate

	Rarely
	Occasionally
	Sometimes
	Frequently
	Always

	
	
	
	x
	



Please provide any further details on what I do well:
 I will gather or research all facts before going into a meeting and I will also look for potential barriers or downfalls to the idea, so that I can take a balanced viewpoint.
I am punctual.




Please provide further details on what I could do better





Please provide any further details on what I could do better:
I can lose concentration if I find the communication is not relevant to me.









Thank you for your time
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Gap Analysis

	Objectives

	Current Position
	Deficiency
	Action

	What do I want to do?
	What can I already do?
	What am I lacking?
	How do I fix this?

	Improve presentation

	Bland presentation
	Knowledge
	Online knowledge

	Stronger voice

	Hesitant speaker
	Confidence
	Practice

	Animations

	None
	Knowledge
	Tutorials

	Referencing

	Difficult
	Knowledge
	APA guide

	Understand body language

	Ignorance
	Knowledge
	Read articles

	Understand assertiveness

	Assertiveness
	Understanding term
	Read books

	Improve timing

	Can be clumsy
	Judgement
	Read books

	Improve clarity

	Overcomplicate
	Knowledge
	Study topic

	Concentrate

	Mind wanders
	Discipline
	Solve puzzles

	Accept criticism

	Dismissive
	Understanding
	Process criticism
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Personal Development Plan (PDP)

	List my goals

	What have I got to do?
	Resources
	Success criteria
	Date for review

	Improve presentations

	Gain knowledge
	Microsoft tutorials
	Colleagues to view presentation
	August 2022

	Strengthen speech

	Practice
	Recording device
	Speech without hesitation
	June 2022

	Use animations

	No experience
	Online tutorials
	Reduced criticism
	August 2022

	Improved listening

	Need to be fully engaged
	Making noted
	Feedback from line manager
	PMD review
September 2022

	Referencing

	Practice
	APA guide
	Better feedback
	Next assignment 2022

	Concentrate

	Drift away
	Puzzles
	Remember conversation
	PMD review September 2022

	Accept criticism

	Better understanding
	Books, articles
	Less hurtful
	December 2022

	Improve clarity

	Reduce complication
	Online information
	Less misunderstanding
	December 2022
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Support Technicians Communication Chart
	Frequency
	With Whom
	How
	Purpose

	Daily
	Previous shifts Support Technician
and Tool Setter
	Face to face.
Shift report
	To discuss issues encountered on previous shift and to escalate ongoing issues.

	Daily
	Packer Inspectors
	Face to face.
	Quality issues or machine faults and stoppages during shift.

	Daily
	Tool Setter
	Face to face.
	Technical support required if beyond their capabilities.

	Daily
	Departmental Senior Engineer
	Face to face with minutes if required.
Email
Telephone
Teams

	Highlight any requirement of resources. Feedback ongoing issues.
Discuss project work.

	Daily
	Quality Engineer
	Face to face with minutes if required.
Email
Telephone
Teams

	Discuss quality concerns both internal and from external customers.

	Daily
	Production Supervisor
	Face to face with minutes if required.
Email
Telephone
Teams
	Discuss production output in relation to plan.

	Daily
	Engineering
 co-ordinator
	Face to face with minutes if required.
Email
Telephone
Teams
	Discuss workload, absenteeism, visits from suppliers or customers.

	Weekly
	Engineering Section Leader
	Face to face with minutes if required.
Email
Telephone
Teams
	Recap of weeks breakdowns, planned maintenance for following week.

	Weekly
	PFMEA Group
	Face to face with minutes kept.
	Problem solving activity for quality concerns, mistake proofing (poke yoke)

	Monthly
	Research and Development Dept.
Project Engineer.
Materials Analysist.
Test Technician.
Tooling Engineer
	Face to face with minutes kept
Teams
	Requirement for material or mould tooling trials.
Customer visits.
New and ongoing project work.

	Monthly
	Engineering Manager
	Face to face with minutes if required.
Email
Telephone
Teams
	KPI’s overview, submit plan as hoe productivity could be improved resources allowing.

	3 monthly
	Production Manager
Production Supervisor
Engineering Manager
Senior Engineer
Quality Manager
Quality Engineer
	Face to face with minutes kept.
Teams
	Production concerns.
Recovery plan.
Production improvements.
Any other concerns.

	Annual
	Departmental Senior Engineer
	Face to face.
Report
Teams
	Work and spares required for department annual shutdown.
Equipment and costs required for Capital expenditure requirement.
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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
ccommunication 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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