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Communication is vital in every walk of life.  Particularly in the workplace, communication is everything.  From verbal to non-verbal, the whole structure of the workplace is reliant on effective communication, to provide a smooth and efficient service.
Effective communication offers the opportunity to realise that whilst many things are working well, there can be issues that need to be addressed.  Therefore by taking the time to look at these situations, it is possible to take into hand any issues that may arise in the effective day to day running of the workplace, and ways that they can be ‘ironed out’ to offer a first class service throughout.
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Communication Cycle

Communication is based on team and community support.  Discussions, suggestions, emotions, written work, are all important factors in making an established communication process run with ease.
Communication being verbal or non-verbal, basically means an exchange of spoken or written words, or gestures shared between one or more people, passing on required information.  
An example of how this works, is shown in the following diagram.  It is the Shannon – Weaver model (Slideshare.net, 2012)

[image: ](Shannon and Weaver, 1949)


The Shannon and Weaver model enables you to see the actual process that a message is relayed from A to B.
Communication quite simply means the exchanging of information.  This can be done in many ways such as spoken word, writing, or using some other medium.  Communication can be anything from a simple conversation in a coffee shop, gestures in a classroom, or instructions to connect efficiently in an operating theatre.
Communication information process would be as follows:
Sender:  Initial source of the information
Encoder/Transmitter:  How the message is relayed – verbally, written – email, letter, text
Channel:  Process of the relay, maybe computer or post for example
Decoder/Recipient:  The person who receives the message
Noise:  Any interruption of the message process, such as distraction or disturbance, leading to the message not being received correctly


Another communication model, shown below, is that of Schramm 

[image: ]  (Chouan, C 2014)




Schramm was a well-known communication theorist who developed a very simple communication model, in his publication ‘The Process and Effects of Mass Communications’, (Bowman, J.P. and Targowski, A.S, 1987).  In Schramm’s model, he showed that communication showed three key elements – source, message, destination.
From looking at the picture above, it determines that Schramm’s model is far simpler than that of Shannon and Weaver.  A diagram set out below shows a comparison between the two models, and how effective/non effective they can be.


Difference between Scramm and Shannon
	Shannon and Weaver
	Schramm

	Lengthy process between sender and recipient

	Fewer stages to the communication process

	Noise addition, causing potential for background interference

	Simple A to B, with less of a chance for error

	Potentially time consuming

	Straight forward call or message
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There are two types of communication skills.  They are verbal and non-verbal, and both are vital in everyday life.  And they are especially important in the workplace.
Information is pretty much mostly ‘need to know’ in the workplace.  The workplace is fast-moving, and therefore communication needs to be clear and effective.  The less jargon and more practical it can be, leads to continuing success and smooth-running service for an organisation (Smith, Lyn. 2008).
My workplace relies 100% on essential effectiveness of communication.  Any slip in the process in my job can result in some huge mistakes, which could ultimately fall upon myself potentially.
Therefore, using my workplace as an example here, good communication between any of the clinical team and the patients that they care for can offer an outcome of higher satisfaction and ease of pressure for the patient.  Ultimately, word of mouth then comes into the picture, as patients will always remember their treatment, they will feed it back to their family and friends.  They will want to return if they are needing future treatments.
My role is that of a Patient Pathway Co-ordinator, based with the Trauma & Orthopaedic team at my local hospital.  I am responsible for the management of four Consultant waiting lists.  I work with a team of four other Co-ordinators, with a total of twelve consultants.  The role is to take the patient from the time of listing for surgery through to the theatre admission.
Verbal communication is very limited between me and the consultants, as they are usually either busy with clinics or operating.  Therefore, I do have to rely heavily on how much information comes into me and how I deal with it.  So, most of my work usually starts with non-verbal communication, and can continue this way for a majority of the patient pathway process.
Initially, letters of referral are received that are sent from GP’s, to be assessed by the Consultants.  I will then receive them back from the Consultants and list the patients for a first appointment.  Once the patient has had their appointment, I am given a waiting list card for the patient.  It is that card that holds all the information relating to the procedure that the patient is being listed for.  If there is any query relating to the information on the card, illegible writing for example, I would follow this up with the clinic team.  Any information from this card is entered onto the theatre list, so it must be exactly right.  For example, an ‘H’ could be mistaken for a ‘K’, leading to a potential total knee replacement instead of a total hip replacement.
For my role to run smoothly, I must work well with my team.  I have researched Dr Meredith Belbin.  The Belbin model (Fisher, S.G., Hunter, T.A. and Macrosson , W.D.K., 2000) suggests key roles within a team, and that they have an effective and successful rapport to  produce the required outcome.  Individuals tend to have their own way of working thinking styles.
It is quite possible that Belbin did not expect this model to become so popular, and that the process is still used throughout the workplace and everyday life today.  Maximising performance in all aspects of life produces first class quality service 
Data is collected and interpreted in order to determine how well a team can work together (Belbin, 2017).  It can suggest which team members work in particular roles, creating the best team and best outcome (Belbin,R.M. 2010, Businessballs.com).

I have completed the Self Perception Inventory myself to see which role I am best relating to.  I have scored high as a Team Worker.  This means that I am more comfortable in a team setting whilst looking to find answers and solutions to problems.  I am able to work alone, and I do enjoy this, but it is always a good idea to get together as a team, so that we can discuss issues and put ideas forward in order to continue the smooth running of our department.  I have attached a copy of my results at the end of this assignment.
My strengths and weaknesses here would be:
Strengths - I realise that I can be diplomatic and co-operative in my team, and I always lend assistance where necessary.
Weaknesses – I can hold back on starting a discussion, I let someone else take the initial say.  I can also be indecisive.
I have completed a SWOT analysis, seen below, showing a full list of my Strengths and Weaknesses, and an outline of how I will overcome those with the Opportunities and Threats.

   
SWOT ANALYSIS
	STRENGTHS
	WEAKNESSES

	· Being part of a strong team
	· Time spent following up on poor non- verbal communication (handwriting, consultation follow ups)

	· Sharing the same values
	· Conflict can arise sometimes

	· Communication is strong between teams
	· Resource limitations

	· Communication is strong between hospital and patients
	· Hospital waiting list times

	· Working together
	· Delays in processes

	OPPORTUNITIES	
	THREATS

	· Take knowledge from colleagues
	· Financial

	· Strive to build on everyday challenges
	· Pandemics, such as what we face now

	· Reputation of the hospital and health board
	· Shortage of staff

	· Progression of medicine, being able to offer better facilities to the patients/visitors
	· Lack of Clinical treatment areas, such as shortage of beds, resulting in cancelled theatre lists




I have also completed a Gap Analysis to detail how I wish to progress within the workplace.  I have shown what I am capable of currently, what I know, what I lack, and how I am going to work out how this changed, for a better working outcome.
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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?

	Be able to ‘take the reins’ and be able to head up a team exercise or task





	Excellent team player, with a large amount of knowledge

	I tend to listen more in a meeting, leaving my colleagues to speak first before I take a chance to

	Ask for more support from my manager in order to be given more responsibility

	Be able to communicate and plan my time better
	Always looking to learn new things
	Being given the opportunity to be given a lead
	Learn to communicate better within my team

	

	Always willing to help my colleagues 
	
	Make more notes and ask more questions




Verbal communication and body language is used quite a lot also in the workplace, as I have a significant amount of time with clinical staff, either going into the clinic to gain answers for outstanding queries, or members of the clinical teams coming to me to discuss patients. 
There is also a huge amount of time during my day spent on the telephone with patients.  This can be particularly problematic, especially with background noise.  I share an office with four colleagues, therefore if we are all on the telephone it can be very distracting.  Along with a radio playing quietly in the background, possibly a kettle, and the office door opening, it is always a challenge to be able to concentrate.
I have completed two questionnaires, Communication Style, and Communication Effectiveness.  From the Communication Style questionnaire, I was able to conclude that my personal style was assertive, meaning that I am able to express myself in a confident and effective manner.
The first part of this assignment was to present the PowerPoint presentation.  Initially I was quite nervous to perform this task, as I am still quite new to this group and I am still trying to form a relationship with the other members of this course.  However, being split into small groups, I was immediately more comfortable, and felt more relaxed.  The feedback I received from everyone was that of an overall high level of confidence and good speed of delivery and speech.
I have finally added a PDP to list my goals now for plans of things that I know I need to work on.  It is apparent that Time Management and confidence are two main factors.  Hopefully over time I can succeed with this.
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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?

	Better communication
	I need to be able to listen and to engage more fluently
	Giving myself time and thinking when planning or speaking, gaining a positive response
	Dec 2020
	Line Manager and my team

	Be more confident
	Ask to take responsibility for certain tasks, such as Oracle (stationary ordering) for office
	See response from my team, how they communicate with me
	Dec 2020
	Line Manager and my team

	Manage time better
	Better use of my diary system, manual and Microsoft Outlook
	Making sure the diary system is checked throughout the day
	Dec 2020
	Line Manager and my team
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Scoring Key for Self Perception Inventory

“Transfer your points allocation from the seven sections of the Self Perception Inventory 10 the.
appropriate boxes below.

The pre-printed numbers in the grid refer to the question numbers of each section. For
‘example if for Section A you scored seven points for question & and three points for question
1, you would allocate them in the columns RI and IM respectively.
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Once you have allocated all your points, total each colurmn.
‘The highest two totals represent your primary and secondary preferred team oles.

THE BELBIN TEAM ROLES
“The persanal skil inventory identifies elght team roles, which are described next.
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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...5o, be truthful to yourself!

| express my opinions in an honest and appropriate manner. -3

I can get angry and let this show.

1find it difficult to say ‘no”. 3

1f1do not agree with a task that my boss has given me, 1 find a way of dragging my feeton it. >

Ifeel comfortable in asking for help from someone if they know more than me. 4

Ifeel guilty if 1 leave on time for a valid reason and other people are still working. >

Ican be sarcastic. %

1 think my way of doing things i better than other people’s. 2.

If someone takes advantage of me, | find a way of evening the score. &

10. I feel 1 have a right to say no to other people’s requests and to negotiate a compromise. =

11. If 1 am in a large meeting, | find | do not speak up. 2

12. Ilike to be in control of a situation. 2~

13. I stare people down. \

14. | make good eye contact with other people. Y

15 If 1 am unsure about a task that | have been given, I find it uncomfortable to ask for help. 2—

16. 1 talk about other people behind their backs. 2+

17. When | have to deal with someone in authority, | find it difficult to look them directly in the
eye. 1

18. 1am a good listener and equally other people lsten to what | have to say. 2.

19. Rather than confronting someone about an issue, | would rather give them the cold shoulder
or drop hints to other people that |am not happy. 3

20. | am not afraid to be direct with someone, even if they think | am being rude. 2

L e N e w oA e e
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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 i the communication style you use most of the time.
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CCOMMUNICATION EFFECTIVENESS QUESTIONNAIRE
1. I maintain good eye contact and give people my full attention
Rarely Iomn, Sometimes. _L;mf-% [Always

2. I smile warmly at people when they appear to want to talk to me.
Raroly | Occasionally | Sometimes Fuqu? Always

3. lmmmmmmmnﬁnmmlﬂn
[Rarely  TOccasionally | Sometimes. Fuqu%n, Always

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

Rarely Occasionally | Sometimes %

5. I encourage people to speak their minds openly and share concerns
Rarely Occasionally | Sometimes. qannTmy | Aiways ’

6. | appear in the right frame of mind for all important discussions
Rarely Occasionally :...‘.7/ Froquently  [Aiways |

7. My body language is conducive to attentive listening
Raroly Occasionally | Sometimes. Frsquenty ] Abusys

8. Ilisten enthusiastically and positively
Raroly Occasionally | Somelimes | Frequently | Atways

9. 1do not trivialise the Ideas or views expressed by other people
[Rarsly [Occasionally | Sometimes F"W'%M
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10.1 am calm and patient in conversation and discussion

Rarely Occasionally s:.smzn‘g Froquently Always

11.1am well prepared for meetings

Rarely Occasionally | Sometimes. Fuqunny Always.

12.1 avoid making the other person feel as if they are being interrogated
Rarely Dccnloﬂ';gf Sometimes | Frequently Always.

13.1 communicate feelings as well as i
Rareiy Occaloly | Someis. | Frequi | A

14.1 speak up when | am confused or unsure
[Rarely Gcasionally | Sometimes vmwmy, Aways

16.1 summarise what | have heard to make sure | have understood clearly

Gccasionaily Froquontly

Occasionally uamﬁl]ﬁr-/¢7 Froquently jljw

17.1 communicate clearly when giving information and instruction

Rarely Occasionally | Someti Frequently Always

18.1 openly demonstrate that | appreciate feedback from other people

Rarely Occasionally | Sometimes anulnlt‘y7 Always
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Fars:1 do not insult or demean the other party when offeing citcal comments
Occasionally [ Sometimes | Frequently | Always

20.1am able to get complicated deas across clearly
[Rarsly. om?g Sometimes | Frequently | Always

1. | deliver my communication at a pace and way that is comfortable for others
[Rarely Occasionally | Sometimes MW Always

22.1 demonstrate that | am helpful and genuine in conversations
[Rareiy Occasionally _{ Sometimes Frequenty 7| Aweys

23. My written communications are clear and concise.
e — T T — T

24.1 keep everyone informed where appropriate
Raroly i b L

r dotails on what | do

Team  Player
Geood Lré:ﬂf/

Please provide any further details on what | could do better:

Tt Manggoment
Work ot Gnbidnce sk:lls

‘Thank you for your time
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