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[bookmark: _Toc41060034]Part 2 Communication
Communication is the main important key, when writing an email to others, training a new team member or presenting a presentation to pears. communication must contain a clear description, which will be easy to understand. 
Bruch (2010).
According to Bernard Bruce (2010) "The ability to express an idea is well-nigh as important as the idea itself."
Communication is the sharing of information by writing or orally. People share their information with, so many ways such as speaking, telephones, emails, hand gestures, facial expressions, body language and social media. Sender and receiver should share the same basic elements to make communication successful. Communication includes several interpersonal and intrapersonal skills. Such as speaking, listening, observing, questioning, processing, analysing and evaluating. Communication requires a sender who will send the message and a receiver who will receive the message which was sent. The communication process is successful when the receiver has understood the sender’s message.  
Mehrabian (1972).


[bookmark: _Toc41060035]1.0

[bookmark: _Toc41060036]Communication Cycle
Primarily, the Shannon and Weaver theory of communication was created to improve technical communication, but later it was used to describe different fields of communication. According to the Shannon and Weaver model, communication possesses the following ideas: sender, encoder, channel, decoder, receiver and feedback, but there is also the concept of noise, included in this model. The noise goes through via the channel and renders the message that is difficult to understand by the receiver. Each of the following concepts are defined. By Reuben and Stewart (2006).
CommunicationTheory.org (2010)
This model was first introduced by Claude Shannon and Warren Weaver in 1949, in their book, The Mathematical Theory of Communication, this shows the communication process as a transmission model - as seen in their original diagram below-

[image: ]
(Shannon and Weaver, 1949).
[bookmark: _Toc41060037]Sender:
The person who wants to communicate their message to others. They create the message and how it will be shared.
[bookmark: _Toc41060038]Encoder:
The encoder changes the message into signals, such as sound waves, this is done when the sender is transmitting the message. For example, it can also be, the language used when speaking or the grammar used when writing. In this example since the model was created for technical communication, examples of encoding could be when the voice over the telephone gets coded into waves and it gets transmitted via cables. CommunucationTheory.org (2010).
[bookmark: _Toc41060039]Decoder:
When the receiver gets the message, they start decoding it, they must decode the message which was originally coded by the receiver, to understand the information.
[bookmark: _Toc41060040]Receiver:
This is the last destination of the message that was sent. The receiver usually gives feedback, this is done in order to check if the message was properly received.
[bookmark: _Toc41060041]Noise:
External noise can interrupt the message when it is being transferred through a channel. In result of noise, the message can be inaccurate for the receiver. This also explains why feedback is vital, it can also affect the decoding of the message by the receiver.

[bookmark: _Toc41060042]Feedback:
This is the clarification the receiver sends to the sender feedback is very important because it clarifies that the message has been well received.
The physical noise through that channel can interfere with the reception of the message, after the message passes through that channel the receiver decodes it in order to understand it. 
Nirmit27 (2013).
David Barlow explained more in 1960 how certain fact can affect the Shannon weaver model of communication. He shortened this model to SMCR which is sender, message, channel and receiver.

According to David Marlo’s arguments SMCR is explained below-
[bookmark: _Toc41060043]Sender- 
Marlo explained that the sender will be the person who will send the message to their receiver, the content of the message will be decided by the sender, if the sender is good at expressing his message, then he will receive appropriate feedback. If the message sent did not have clear forms of communication, then this will be a communication break up. According do Marlo’s model there are multiple reasons for a communication break up, some of them are, the following. The attitude of the sender and receiver may not always match up and it can differ their interpretations of the message hence leading to a different understanding, it also depends on different social backgrounds and situations. In his model he also expressed that culture plays an important role, in understanding the message, what some cultures find permissible others may find it offensive.
[bookmark: _Toc41060044]Message-
In this model message is the content, that was sent from the sender to the receiver. For it to become a message it should have some factors, such as, an element, treatment, structure and code.
[bookmark: _Toc41060045]Channel-
This is the method, used for sending messages. Different senders use different channels to send their messages.
The model also illustrates that in general communication; five human senses are involved as channel of communication which may affect the effectiveness of the channel. they are described by following key point by David Marlow-
· Sense of hearing
· Sense of seeing
· Touching
· Feeling
· Testing.
[bookmark: _Toc41060046]Receiver-
Receiver is usually the one who gets the message by the sender, the receiver must also have good communication skills and a great attitude.
However, David Marlow’s model faced a lot of criticism such as it did not include what made the sender send the message via the channel to the receiver. It also lacks the feedback stage after the receiver has got the message, this model lacks the encoding and decoding process.
Prox developer (2019).
[bookmark: _Toc41060047]Successful communication
Communication has two ways of processing. One of the two are the exchange of information. information contains words, tone of voice and body languages. Studies shows that information has the following figures and factors-
Words account for 7%
Vocal tone accounts for 55%
Body language accounts for 38%
All communications involve at least the following:
Sender (the person delivering the message)
Message (the information that needs to be shared)
Receiver (the person the sender is communicating with)
Feedback (effectiveness of message)
[bookmark: _Toc41060048]Nonverbal communication
Body language speaks very strongly, you can make your message powerful by considering these factors, facial expressions, eye contact, hand gestures and your tone of voice.
[bookmark: _Toc41060049]Barriers of cultures-
Language is a way of describing things, by using abbreviations, jargons and slang can create a misunderstanding between each other. Different languages may have different meanings for the abbreviated term or the slang term. Culture is also a thing you should consider because in some cultures is may be considered rude if you do not remain eye contact whilst talking. Another example is that if you give some one a thumbs up which would mean good luck in your culture, but others can take it as an insult.
[bookmark: _Toc41060050]Speaking in social media-
Communicating on a digital platform can easily be misunderstood, by using these three tips, your communication can become more effective on social media.
Pausing is a way of excellence, substance and grammar. Paraphrasing make the point clear of your communication and lastly probing or asking good question to create better quality of feedback.
By following the steps below, you can develop higher standard of communication-
· Make eye contact while speaking or listening
· Use proper language and the right grammar
· Do not interrupt whilst others are speaking
· Speak confidently and clearly
· Become a good listener
· Get feedback from the receiver
[bookmark: _Toc41060051]Communication in the Workplace
Various benefits come from effective communication. It builds a strong relationship between team members and management, it also creates a bond between the members where they can trust each other, then they can clarify their goals by sharing their thoughts, feelings and ideas regularly. This means when there is a conflict and they have an issue they can solve it smoothly. Employers can be certain of what their employees need and want only if the employees can express it using their effective communication skills, this way the employers can meet their employees demand and this will motivate employees to complete work at a better quality. Therefore, they will also make a successful turnover.
 Kashyap (2019).
[bookmark: _Toc41060052]Active Listening
Active listening is the power of paying attention to the speaker talking and understanding their messages and giving responses when needed. Active listeners show their verbal and nonverbal techniques to show that they are giving attention to the speaker. Active listeners build relationships and a bond where they trust others very easily.
Due to the active listeners being very engaged with the speaker it enables them to recall the specific details. This is a very important when the speaker is saying instructions, training you and teaching a new process, or if they are being taught a message that they will later need to pass along to others.
Active listening includes verbal and nonverbal listening skills.
[bookmark: _Toc41060053]Verbal active listening skills-
Active listeners play close attention to what the speakers say, they also ask open ended questions when they need to. They also share their experiences and they ask for more details if they are not sure. 
[bookmark: _Toc41060054]Nonverbal active listening skills-
Nonverbal active listening skills include maintaining a clear eye contact,  whilst listening  active listeners also perform simple nods to show that have understood they also smile at the speaker to encourage them they take notes to deepen their understanding, and don’t get distracted or distract others.
indeed (2018).
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[bookmark: _Toc41060056]Assessing Own Communication Skills 
Communication is the main tool, for success in the workplace. For me to become a good communicator I always need to be effective during the communication process. From sender through to receiver, I also must be comfortable with all the communication channels such as, face to face, written, online and so on. Poor communication can be a huge barrier for my success in the workplace. I took an online quiz to find out how good of a communicator I am, and the result will be shown in my Appendix A.
 
For my own communication I followed the process below to improve my communication with others.
[bookmark: _Toc41060057]The source-
At first create my message by outlining my objectives, and I will tailor my message on my receiver’s culture. I can tell if I have been successful by looking at my feedback given by the receiver and how my feedback. I will also make my message short and simple to understand.
[bookmark: _Toc41060058]Encoding-
After deciding on what my message will be, I will create it without using slang abbreviations or jargons. I am also going to include all the right grammar and apply the right punctuation. I will also make sure my tone of voice matches with my message and my attitude will make the message clear to understand and it will be interesting.
[bookmark: _Toc41060059]Channel-
After encoding my message, I will choose a suitable channel to send my message.  
[bookmark: _Toc41060060]Decoding-
During this step, I will let the receiver talk and decode the message properly, I can check if they have understood my message by observing their body language. I will nod when needed, I must let them speak without interrupting.
[bookmark: _Toc41060061]Feedback-
Feedback is essential. Without feedback I will not know if the message has been understood or not. I can either receive verbal or nonverbal feedback, to gather nonverbal feedback I must focus closely on their body language.
Mindtools (2019).
I also have completed a self-assessment questionnaire; this was done in order to understand which areas of my interpersonal skills I need to practise and improve on. The questionnaire will be shown in Appendix B.

After I had seen my results, I realised I need to improve on my listening, emotional and intelligence skills.
Now I will make plans to improve on my weak areas, I will complete this by making a G.A.P analysis and a personal development plan, this will make me become better and turn the weaknesses into strengths.
My GAP analysis and personal development plan are shown in Appendix C and D.




[bookmark: _Toc41060062]Appendix C
[bookmark: _Toc41060063]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?

	

Active listening



	I listen actively and give nonverbal response to the speaker to make them that I’ve understood.
	I do not ask questions when something is not clear to me.
	I will listen actively both verbal and nonverbal and, I will prepare to ask questions when I need to

	Focus
	I pay full attention when I am listening to the speaker.
	I do not write full notes when I am listening. Which later leads to a lack of understanding
	Start practising to take full notes when I am listening to the speaker

	Intelligence skills
	I love speaking to others and make new friends
	I do not open fully with others because of my cultural and language barriers
	I must start believing in myself also I will start thinking positively to improve my intelligence.











[bookmark: _Toc41060064]Appendix D
[bookmark: _Toc41060065]PDP

	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?

	Productivity
	Get more sleep,
Improve my focus,
make plans to complete the job on time.
	Job will be completed within the time frame and will have optimum quality.
	22/10/2020
	Make a daily routine and self-reflect every month 

	Time Management
	Prioritize the work,
Avoid multitasking,
Set a deadline
	I will not be rushed to complete any jobs; the work will be completed before the deadline
	22/09/2020
	Make a daily routine and self-reflect every month

	Communication
	Be clear with others and myself, understand everything said, maintain eye contact, pay close attention to body language

	Fully understand what was said and ask for feedback after my message was said to make sure everyone has understood properly.
	22/12/2020
	Keep record of a learning plan and self-reflect every month
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Your total score is: 73%

Based on the answers you provided you have above average interpersonal skills. Although your interpersonal skills are
good they can always be improved further, helping you to enjoy even more successful relationships with others, at home,
socially and at work or school. Continue to practise your interpersonal skills and improve your understanding of yourself
and others.

Listening Skills
Your score: 56% (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 practising effective and active listening.

See our pages: Listening Skills and Active Listening for more on developing listening skills

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 B
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.
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See our pages: Emotional Intelligence and Counselling for more information

Verbal Communication
Your score: 91% (Above Average)

(You rated your verbal communication skills as: Below Average)

Your verbal or spoken communication is above average: you normally use appropriate language and know when to talk, and when
not to talk. Having good verbal communication means that you can express yourself well to others — explaining your ideas and
opinions in such a way that they are usually understood by others. Of course, you can always further improve your verbal
communication.

See our pages: Verbal Communication and Effective Speaking for more information.

Communicating in Groups
Your score: 76% (Above Average)

You usually communicate well in a group situation and your skills in this area are above average. You are probably quite a confident
person who feels comfortable making appropriate contributions in group settings. Although how you behave in a group situation is
linked to your self-esteem, your ability to listen and process information and speak effectively are also important. You may find it
useful to watch others the next time you are in a group situation for ideas on how you can improve your communication skills
further.

See our pages: Group Cohesiveness and Self-Esteem for more on developing your group working skills

Thanks for taking the interpersonal skills self-assessment, we hope you have found it useful. B
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15 Statements to Answer

1 Itryto anticipate and predict possible causes
of confusion, and | deal with them up front.

2 When | wiite a memo, email, or other
document, | give all of the background
information and detail | can to make sure that
my message is understood.

3 Ifl don't understand something, | tend to keep
this to myself and figure it out later.

4 I'm surprised to find that people haven't
understood what I've said.

5 I can tend to say what | think, without worrying
about how the other person perceives it.
assume that we'll be able to work it out later.

6 When people talk to me, | try to see their
perspectives.

7 luse email to communicate complex issues
with people. Its quick and efficient.

8 When | finish writing a report, memo, or email,
I scan it quickly for typos and so forth, and
then send it off right away.

9 When talking to pecple, | pay attention to their
body language.

10 | use diagrams and charts to help express my.
.

Rarely

Sometimes

Often

Very
Often
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11 Before | communicate, | think about what the
person needs to know, and how best to 5} e e e
convey it.

12 When someone’s talking to me, | think about
what I'm going to say next to make sure | get
my point across correctly.

13 Before | send a message, | think about the
best way to communicate it (in person, over
the phone, in a newsletter, via memo, and so
on).

14 11ry to help people understand the underlying
concepts behind the point | am discussing.
This reduces misconceptions and increases
understanding.

15 | consider cultural barriers when planning my
‘communications.

Colciate My Totl
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You need to keep working on your communication skillsf¥ou are not expressing yourself clearly
and you may not be receiving messages correctly, either. The good news is that, by paying close
attention to the way in which you communicate, you can improve your effectiveness at work and
enjoy better working relationships with your colleagues! The rest of this article will direct you to
some great tools for improving your communication skills. (Read below to start)

You're a capable communicator, but you sometimes experience communication problems. Take
the time to think about your approach to communication, and focus on receiving messages
effectively, as much as sending them. This will help to improve your ability to communicate. (Read
below to start)

Excellent! You understand your role as a communicator, both when you send messages and
when you receive them. You anticipate problems, and you choose the right channel to
communicate. People respect you for your ability to communicate clearly and they appreciate
your listening skills. (Read below for more.)




image1.jpeg
PRIFYSGOL CYMRU ———
S Y Drindod Dewi Sant
UNIVERSITY OF WALES

Trinity Saint David





image2.png
Information Transmitter Reception Destination

source “‘
e ol e o

11

Noise

<) FEEDBACK <

SHANNON-WEAVER’S MODEL OF COMMUNICATION




