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The term communication can mean different things to different people, depending on the scenario. Nearly every aspect of human life revolves around a level of communication, whether that be verbal through speech or sound, or physical through information or gestures. In the workplace communication is key to achieving the common goal or outcome that everyone wants to achieve. People in the work place need to work together and be on the same page, and the only way  this can be done is through effective communication. In this section I will explore different models of communication and how miscommunication can be overcome.
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(Shannon and Weaver, 1949)

Above is the communication model drawn out by Shannon and Weaver, 1949. They highlighted the structure of communication and how information is passed from one individual to the other. Often when a message or information is passed between individuals it can be misinterpreted and can lead to miscommunication. Although the sender would say that this is the fault of the receiver for not listening to the information, it is actually more often the fault of the sender for not explaining or portraying the information in the correct manner for the receiver to understand. It is also common for the “noise” element to distort the channel of communication which can then have a negative effect on how the information is received and how well it is understood. The “noise” element could be background noise, poor phone signal or any other “dysfunctional” factor that would get in the way of the information being understood, (Chandler, 1994). This is why the “feedback” step/stage is very important. Without giving feedback to the sender, the sender does not know that the information has been received or understood correctly. 
As highlighted by Blenkinsop (2010) in order for there to be effective communication when following the communication cycle, the step by step process needs to be followed and is most beneficial in situations of complex communications within the workplace. By having such structure to communication the advantage is that each time you learn from your method of communication and can see where improvement may be needed and what needs to be worked on and by whom. 
As a tradesman within a company I rarely have to deal with formal communications such as email and the phone, as this all goes through my boss who then relays the information to me as to what I need to get done and where I need to be. This has it’s benefits as I have just one person or voice that I have to communicate with, where he has many. However this also has it’s disadvantages. I sometimes only get a brief, technical description of what is expected of me to complete on each job. This can sometimes not be enough information if I am for example at a customers home and the customer did the initial quote or conversation with my boss and I have gaps of information or may not know the answers to any queries they may have. I essence, I am the second receiver in a repeated cycle. The customer gives their message to my boss, who receives this and gives feedback, who then gives the message to me to receive and understand. This highlights an issue with Shannon and Weavers cycle in that although it is structured and precise, each cycle can lose information and may not be as efficient as when the information was first sent. 
In my workplace, I believe we fall under average for effective communication. Given that it more often than not just the two of us, most of the communication between us is face to face on jobs or via informal messaging (whatsapp or text). When working face to face we communicate clearly with one another, it is easy to show the other what we are doing and what we will be doing next. I am also still learning and qualifying as an electrician and so my boss needs to be extra clear and concise with his directions and information. However I feel our downfall is our communication via informal messenger. Improvement is needed on my boss’s behalf when it comes to reading and replying to my messages quickly, as sometimes I am left in the dark or am confused by instructions but do not have it clarified for me in time. 
Another factor to effective communication is being an active listener. Different people absorb information in different ways. It is said that it is important to make eye contact with the person who is talking to you to in order to fully understand the information you are being given. However some people lack the confidence to make eye contact and have real difficulty in maintaining eye contact through a conversation. Sometimes an active listener may agree by nodding their head or saying “yes” while the person is talking, however this can be interpreted as rude as you may be interrupting their trail of thought and hindering the quality of the information they are giving. 
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In the appendices of this report, you can see three different questionnaires or quizzes I have completed in order to highlight what kind of communicator I am and where I can improve. In the first, the communication style questionnaire that was accessed via MOODLE, it puts me as a “Passive” communicator. However of the three questionnaires this is the one I trust in the least as it offers little to no explanation of the 4 categories. It also shows I have very close scores within the 4 categories, each just 1 point lower than the next. Therefore this tells me that this questionnaire does not go into enough detail to highlight for certain what type of communicator I am.
The second questionnaire is the Skills you need Communication Quiz. This questionnaire really goes into depth about what level I am at with regards to communication. Showing what areas I need to improve on and what my strengths are. According to this questionnaire I need to improve on my listening skills but thrive more within a group than communicating on my own. It highlights my communication skills as average as I scored just above 50% on average over the subsections. This is shown again in the third and final questionnaire, the Mind Tools Communication Quiz. In this I scored 46, which places me in the middle band, thus again showing my communication skills are at an average level. This isn’t necessarily a bad thing as it shows that I have good understanding of communication and can receive and send information well. However it shows that there is room for improvement on my behalf and therefore need to practise my skills of communicating with others and becoming more of an active listener in order to progress with my career and education. I feel as though confidence will come alongside developing my communication skills as I know more often than not I am misunderstood due to my low tone of voice, and this knocks my confidence. I believe this is why I strive better in groups as I can bounce my confidence off of others, whereas when I am communicating my own opinion I struggle to be assertive and relay the information with confidence. 

[bookmark: _Toc41056492]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 my communication skills.
	As highlighted above I can work well and communicate well within a group but struggle to communicate on my own.
	I believe this is due to lack of confidence.
	I fix this through practising presenting skills, making eye contact and also making sure I understand what is asked of me by being an active listener.

	Improve interpersonal skills for team work and become more of a leader than a bystander.






	I can already work well as part of a team and know what my role is and get the job done.
	I struggle to enforce rules and be a leader. I can manage my own responsibilities and jobs but need to learn how to manage a team and effectively communicate with them to achieve our common goal. 
	I fix this by putting myself in the role of leader and gain confidence in this role. I could also identify how leaders around me lead and manage their teams and take advice/notes from them to apply them to my work.

	Have written plans or timetables to organise time better and meet deadlines.
	I can get jobs and assignments done to a high standard.
	The jobs I get done can sometimes take longer than I initially expected. This can be from me encountering issues or can sometimes be from a poor level of communication which leads me to question things or have doubts as things aren’t fully clear. 
	I fix this by organising my time through a diary or a planner and allowing myself enough time to complete jobs and assignments so that I do not run past the deadline that is expected of me.
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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?

	Complete university  course and gain the skills and knowledge I need to be a manager.
	Attend lectures and do the reading expected of me to complete coursework.
	Getting good grades throughout the year
	Deadlines outlined for each piece of coursework
	Guidance from my lecturer and support from my peers on the course with me

	Be more confident in myself when it comes to work and showing what I can achieve.
	Show my boss how far I have come and what I have learnt and can now achieve with little to no guidance.
	Be trusted with more solo jobs and complete jobs to a high standard.
	Each job will have it’s own deadline and criteria.
	I will need confidence in myself and the encouragement from my boss.

	Become an equal party within the company I currently work for.
	I now have my own company van with the company name on it. I also I have my own tools and I am becoming more of a valued colleague.
	Yearly pay rises as highlighted in my contract, ultimately becoming fully qualified at the end of the 5 year plan.
	5 years in total.
	Further guidance and encouragement from my boss and college lecturers. Emotional support from partner and family.
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Your total score is: 53%

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: 44% (Below Average)

(You rated your listening skills as: Average)

Based on the answers you provided your listening skills need some work. Listening is not a difficult skill to learn but may be more
challenging to master - try to consciously listen when others are talking, clearing your mind of distractions and preconceptions. Lis-
tening is fundamental to strong interpersonal relationships and requires a lot more than simply hearing.

See our pages: Listening Skills and Active Listening for more on developing listening skills. B
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Emotional Intelligence
Your score: 49% (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 under-
standing why you and others behave in certain ways will enhance your interpersonal skills. It is worth taking some time to under-
stand 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.

See our pages: Emotional Intelligence and Counselling for more information

Verbal Communication
Your score: 52% (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 B
should ai}to work ol ity to communicate effectively using your voice — saymg the right things at the right times

i communicate ety using your OORNE.
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'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?

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

Communicating in Groups
Your score: 63% (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
groups is an important part of your overall interpersonal skills and is useful in many different areas of life. Next time you're ina
group situation watch the other pal pants to pick up some ideas of what you can do, and what you can avoid doing, to improve
your presence in group situations.

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

INEED wiplin= R
< >
H P Type here to search





image7.png
a ‘ % BMSK4002: BMSKA002 Assi¢ ‘ [ BMSK4002 Part 2 Commur

|

< - O @ £ | hitps://www.mindtools.com/pages/article/newCs_99.htm

°°

How Good Are Your Coi X I &L

Build your
Score Interpretation business

with Shop

1535 Youneed to keep working on your communication skills. You are not expressing yourseif

clearly and you may not be receiving messages correctly, either. The good news is that, ﬁl
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)

5675  Excellent! You understand your role as a communicator, both when you send messages
and when you receive them. You anticipate problems. and vou choose the right channel

You are viewing 1 of 3 free articles Get ahead faster in your career with unlimited access Try our Club for just 75p > Login to Mind Tools >
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