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This assignment is going to focus on research about communication, theories, models and ideas to assess the effectiveness of them in the workplace, and I will assess the verbal and written communication methods used in my own workplace. The assignment then looks at evaluating my own communication skills and my current skills. A reflective evaluation will be performed to see my current communication skills as a Manager and what the gaps are compared to this role. Then an action plan will be developed as part of my personal development plan (PDP). 
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The author John Adair (2003) describes communication as a process where people exchange meanings using a common symbol called language. The idea of ‘language’ was introduced by John Austin (1962) where he proposed that it is not something only fixed to words and sentences, but also involves, actions, context, situation, and audience. In terms of the latter, Lumen (2020) is clear on its importance: ‘Knowing your audience —their general age, gender, education level, religion, language, culture, and group membership—is the single most important aspect of developing your speech’. Adair also suggests the exchange of communication is not just about words but can be about feelings too. Adair defined four characteristics:
1. Individuals with social contact This could be face to face or through writing, television, radio, email, etc.

2. Shared means of communication. This is generally through language, but could be non-verbal communication such as physical gestures, eye contact, tone of voice, posture, facial expression, etc.

3. Clear transmission of the message.

4. Understanding of the message in the final process by receiver. The importance of feedback to ensure understanding of communication is stressed here.


 
To have effective communication in Leadership and Management and in the life in general, Hoppe (2006) suggests the skills and behaviours of active listening are particularly important to success in communication, describing this as a person with the ability to hear and understand verbal and non-verbal communication. We regularly practice this skill of listening, but we do not always know if we do successfully. He suggests the exchange of communication between people can be improved if the participants are engaged in active listening. It involves the following six skills working together:
1. Paying Attention
2. Holding Judgment
3. Reflecting
4. Clarifying
5. Summarizing
6. Sharing
Dalton Kehoe (2011) describes verbal and non-verbal modes of communication are linked together in any interpersonal relationship, when we do face to face speak we are sending different non-verbal message too such a hand gestures, body language, facial movement and intonation voice. And all those messages should not be misinterpreted from the receiver in their message translation to get the effective communication. 
It is important to mention the expansion of technology affecting face to face communication. In the Elon journal by Emily Drago (2015), a survey for undergraduate students shows the evidence about the negative impact of not engaging personally. People studied are more reliant on communicating with friends and family through technology even when they are together.
In the article from Career Stint (2020), two levels of formality were described: formal and informal. The informal is how we communicated with friends and family and there is no need of special rules to follow as compared to the formal communication. For example at the workplace, formal communication is important when people communicate with subordinates, managers, senior colleagues, etc. and they need to have effective communication, for better cooperation and good work relations. Different styles of communication also exist in the workplace where we can find open, reserved, direct and indirect communicators.
In my workplace our Senior Manager had very good verbal communication and active listening skills with all the teams not just with the team’s managers. He was very close to the employees and always open to new ideas and requirements to improve the work. He made the employees feel more value and engaged with the institution, providing more equipment to work more comfortable and efficient too. This was in direct contrast to the previous senior manager who was not involved directly with the employees in the teams. The environment in the organization at that time was completely different: more uncomfortable, more tense, and nobody liked to talk with that manager. Also, the information was never very clear about employees in new positions, people got jealous and they feeling unfair decisions, but because the communication from senior Manager was very poor, people drew their own conclusions from rumours, and these were usually the wrong messages. All the internal information was by email (memorandums, instructions, reports, etc.), phone calls, but also face to face meetings. The only problem with the information in this organization was that there were many steps to approve and validate a document, so the channel process was too long.
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In simple terms, the communication cycle is how we get the information sent from the source to the final the receiver. Here I will describe three similar but different theories, see appendix A for the graphics.
Shannon-Weaver’s Model (1949) describes the Information Source (Sender) as a having freedom of choice of information and what is sent. The information source (sender) decides what to send, creates a message by symbols (this could be letters, words, music notes, spots of certain size, etc) to be communicated to a received terminal. The Transmitter (Encoder), who receives and encodes the message and turns it into a signal to go through a channel, is the medium used to transmit the right symbols given by the source information. Noise can cause distortions and errors affecting the information It is especially important to reduce this so as not to affect the communication. When the message is out of the channel, the Reception (decoder) builds the message from the signal, to get to the destination (receiver) to whom the message should be delivered.
Schramm (1955) focuses on the sociological aspects and he proposed three models of communication. The first one is similar to the model described above, and in the second model he suggests the importance of being understood in all the signals sharing the experience of both sides. And in the third model, he stresses the mutual effect between two individuals in communication to understand each other. It requires the same process: one is the sender and encode the information and the other the receiver and decoded the information. It is focused more on the process rather than the effects of communication, creating a process of transmission and feedback, and some repeated feedback loop.
This important feedback step is missing in Shannon and Weaver’s model, so we do not know if the message was understood or received for the receiver. They include the noise step in the process instead, stressing the interference of the information.
And a third model is by the author David K. Berlo (see Appendix A), where he stressed his four-part model from a psychological view. The four parts are labelled SMCR: sender or source, message, channel, receiver. Berlo describes different psychological behaviours and characteristics of the each steps such as attitude, communication skills, knowledge and culture of the source and receiver, the code and language of the message and the five senses (touch, smell, hear, taste, see) of the channel step, affecting the final message to the receiver.
In my team workplace we had a communication cycle about a writing report. This cycle is closer to Berlo’s Theory. We started collecting the information (source) to create a report observation (message). Then there were two different validations and final signatures (channel) and it was sent to the receiver. This person needed to send the feedback with the possible observations, and this message could be affected by missing evidence during the data collection stage by organisational stakeholders.
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In terms of assessing my own communications skills, I will consider two oral feedback from the audience in the day of my presentation in Part 1: Effective Team Working (see appendix B). Reflecting on that day, I can feel very proud of myself. They said even though English was not my first language it was a clear message delivered. For me it is not easy to talk or just try to explain specific research and concepts to others, but I tried to have good posture because it was an online presentation, raise my  voice to be more clear and use body language to get my audience more engaged with my presentation and examples. Overall, the feedback was positive for me and the message was decoded for the receiver in the meaning it was intended. Also, they liked my PowerPoint presentation and remarked that the information was clear, and they said I joined up the concepts well in every slide. In terms of areas for improvement, I should have added the negative effects or aspects of team working as well. 
I completed a self-evaluation Communication Style Questionnaire (see appendix C). The highest results were 16 points for the Assertive Style. In my workplace and in my daily life I think I am a very honest person; I don’t give my opinion if I don’t know the subject and I don’t have a problem to say I don’t know. I think I can give value to others and I feel responsible for my commitments. I received one Communication Effectiveness Questionnaire (see appendix D). The results overall in what I do well are positive engagement with others, good body language, very inclusive and a good listener. The results show that what I could improve is my English grammar when delivering oral presentations and try to improve the summarising of key elements of complicated ideas.
Finally, I completed an Interpersonal Skills Self-Assessment Questionnaire, I achieved the total score of 57%, suggesting I have a basic grasp of the key in this concept to practice and develop my relationship with other.
In evaluating the six skills of active listening (paying attention, holding judgment, reflecting, clarifying, summarising, and sharing) necessary to success as a Manager, I consider my strengths are good listener in general,  good relationship with my people, I always try to helped others and I am not a competitive person and I always reflective on what I have done. Areas to improve paying attention, sometimes I can get distracted in a meeting if it is not very engaging, I try to not judge but sometimes I think I do it and I think I am not very efficient in summarizing information - I always write more than necessary.
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This is a summary of my gap analysis with respect to my communication skills as a manager.
Table 1:Communication skills 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?

	
Improve and practice active listening



	Listening, sharing, reflecting.
	Holding Judgment, summarising and clarifying ideas, paying attention. 
	Practicing these concepts in my daily life and try to read more and writing the main ideas to understand my reading.

	Improve my interpersonal skills in groups
	Very social person
Engaged well with new people and friends
	Average listening habits, thinking of my answer before listening to people.
	Practicing in my daily life listening first to understand better.

	Improve my verbal communication and ability to communicate effectively
	I can do the presentation to the audience and talk in groups.
	I feel anxious about talking when I cannot express my ideas clearly in English.
	Try to participate more confidently in groups or in class answering questions. 








[bookmark: _Toc41078926]Personal Development Plan

Table 2: Personal development plan
	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?

	Holding Judgment, summarising and clarifying ideas, paying attention.
	Practice these habits daily. Remind myself regularly of the goals and why they are necessary.
	By gaining feedback from others to see if they understand my ideas, and I’ve understood them.
	January 2021
	Feedback from people I talk to on a regular basis (family, friends, students, etc.)

	Active listening to understand meaning. 
	Practice active listening daily and use the clarification technique in all formal conversations. Remind myself regularly of why it is necessary.
	By gaining feedback from others to see if I have understood them. Repeating for clarification.
	January 2021
	Feedback from people I talk to on a regular basis (family, friends, students, etc.)

	Participate more openly and confidently in class and in groups.
	Set myself a goal of 3 responses (per class) to lecturer’s group questions.
	By self-reviewing my participation at the end of each class.
	November 2020.
	Self-evaluation and feedback from the lecturer.
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This assignment looked at communication, theories, models, and ideas to assess the effectiveness of them in the workplace. Followed by evaluating my own communication skills and my current skills. A reflective evaluation of my current communication skills as a manager and what the gaps are compared to this role. To finish off I produced an action plan as part of my personal development plan (PDP), where I can clearly see which areas and concepts I need to practice and improve to have the skills for a manager role.
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	Topic:  Effective Team Working

	Presenting
	Jessica Valdivia Canales

	
	

	
	Date:  



	06/May/2020

	
	

	
	 

	
	
	
	
	

	What can I do better next time?

Introduce the negative aspects of ineffective team working.

	What went well?

Good presentation and delivery with camera, it was approximately on time at 10 minutes.

I gave some of my own workplace examples and I talked a little bit of everything related to team working.

I did an introduction; conclusion and for the oral feedback, I think I joined the information well in the presentation.
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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. 4
2. I can get angry and let this show. 3
3. I find it difficult to say ‘no’. 4
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. 1
5. I feel comfortable in asking for help from someone if they know more than me. 4
6. I feel guilty if I leave on time for a valid reason and other people are still working. 3
7. I can be sarcastic. 2
8. I think my way of doing things is better than other people’s. 3
9. If someone takes advantage of me, I find a way of evening the score. 3
10. I feel I have a right to say no to other people’s requests and to negotiate a compromise. 2
11. If I am in a large meeting, I find I do not speak up. 2
12. I like to be in control of a situation. 2
13. I stare people down. 1
14. I make good eye contact with other people. 3
15. If I am unsure about a task that I have been given, I find it uncomfortable to ask for help. 2
16. I talk about other people behind their backs. 2
17. When I have to deal with someone in authority, I find it difficult to look them directly in the eye. 2
18. I am a good listener and equally other people listen to what I have to say. 3
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. 2
20. I am not afraid to be direct with someone, even if they think I am being rude.2
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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
1
	
Q2
3

	
Q5
4

	
Q6
3
	
Q7
2
	
Q8
3

	
Q10
2

	
Q11
2
	
Q9
3
	
Q12
2

	
Q14
3

	
Q15
2
	
Q16
2
	
Q13
1

	
Q18
3

	
Q17
2
	
Q19
2
	
Q20
2

	
Total
16

	
Total
13
	
Total
10
	
Total
11

	
Assertive

	
Passive
	
Passive Aggressive
	
Aggressive
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Your total score is: 57%
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: 50% (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 practicing effective and active listening.

Emotional Intelligence
Your score: 68% (Average)
You achieved an average score for the emotional intelligence part of the assessment. Emotional intelligence is a measure of how well you understand and deal with your emotions and the emotions of others. Developing a better awareness of emotions and understanding why you and others behave in certain ways will enhance your interpersonal skills.  It is worth taking some time to understand and improve your emotional intelligence as it could be the most important aspect of personal development. Research has shown that people with higher emotional intelligence enjoy more satisfying and successful careers and relationships.

Verbal Communication
Your score: 50% (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?


Communicating in Groups
Your score: 56% (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. 
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