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Communication can be used in many ways. Examples are verbal, non-verbal, written, listening and Visual. We all use these methods daily, through personal life or work life. It could be a phone call, a text or email and even face to face meeting. Its an important skill to possess, and there are many ways to develop these skills to help improve all aspects of your life. I have researched a few examples of Communications models, we are going to be looking at how they have evolved through time, the differences between them and how effective they can be. 
I also will be looking into my own communication skills by completing questionnaires about my communication and interpersonal skills, also I requested feedback by sending an evaluation form to my audience for my presentation on ‘Effective Team Working’ from the first part of this assignment. I will also complete a gap analysis and PDP to action any areas of improvement needed.
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(Shannon and Weaver, 1949)

Above is a simple model of a communication style model created by Claude Shannon a mathematician, Electronic engineer and Warren Weaver who was an American scientist. They teamed up in 1949 to write an article called ‘The Mathematical Theory of Communication’. The model provides a body for examining how messages are sent and received, and how the message can be misinterpreted in the process, therefore feedback is crucial to complete the message.
The model is devised to show how we communicate. The sender is the 1st to communicate, they choose a method to send a message for example telephone. The message is sent to the Encoder (transmitter) which converts the message to Send through a Channel (medium). The decoder (destination) will convert the message and send to the receiver who provides feedback according to the message received. Noise is the physical disturbances this tends to happen during the channel (medium) process, this can cause interference with the message and can cause the receiver to get an incomplete message. Hence why feedback is essential to complete the message and model effectively.
This model has been widely used and still in use today, the advantages of using this model is its simplicity to understand and use, it explains the barriers (noise) to effective communication to help people identify the problem and make improvements, sender and receiver can interchange roles and feedback is simultaneous. However, through my research I have found a few issues where communication may be interrupted, these are.
Technical This is when either Decoder, Encoder or channel cause a problem. For example, when a machine has a fault.
Semantic This is when the message that was sent, is different when received. For example, their message is lost somewhere in the re telling. 
Effectiveness This explains how well the message can cause a response or reaction from the receiver.
Body language Being able to read someone, can say more than the words spoken.
And the negative from using this model, it encourages nonverbal communication.
This model was the basis for further study as life and technology evolved.

1.2
Improved Communication style model
David Berlo is an American Communications Theorist, in 1960 he re-invented Shannon and Weavers (1948) Communications model. Berlo kept some methods from there model but added some factors to the process. Each method is broken down to ensure communication is effective. For example, The Sender has now become the source, and they must consider all factors to enable them to send a message effectively.
Communication Skills are very important, the source must now consider if their skills are good enough to be clear and understanding.
Attitude creates the effect of the message; the source must ensure that nothing changes the meaning of the message.
Knowledge is essential, especially on the subject matter being communicated by the person.
Social Systems are very important, from religion, laws and beliefs other social factors may also affect the sender’s way of communicating. A situation may also cause issues with messages. 
Culture plays a part in how we communicate, if a person is from a different culture, they may interpret the message to be incorrect or offensive, even if its accepted by others. 
As I said earlier Berol’s model was based on Shannon and Weaver’s (1949) model with 4 components; Source – Message – Channel – Receiver, Berol’s version describes the factors that affect the individual components in the model. The disadvantage is that it is a one-way system so no feedback, he also did not factor in noise and any barriers in the process. A positive to using this model would be for mass communication.
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Having researched both models in detail, I would be more inclined to use the Shannon and Weaver (1949) Model It gives a little more to ensuring communication is used effectively. 
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I have completed 2 questionnaires relating to my communication skills (mindtools) (Appendix A) and Interpersonal skills (skills you need) (Appendix A). These questionnaires are designed to show you your skills and areas for improvement.
The first questionnaire on Communication (appendix a) is for communication, and my results were:
You are 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.
This makes sense to me, I work in a café which can be fast paced at times and effective communication is vital, we have had a few instances where communication has failed due to barriers such as different cultures, both verbal and written communication are a cause of issues within our team. Learning about communication models has inspired me, if we follow Shannon and weaver (1949) communications model and enforce the feedback, this should help solve issues, and improve communication within the team.
The second questionnaire was about my interpersonal skills (Appendix A), 4 in total. The results were.
Listening 60%
(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.
Emotional Intelligence 60% (Average)
Verbal 61% (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 64%
My Total Score was 62%
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.

The results from the interpersonal skills questionnaire were very interesting to me, I answered the questions with honesty and was shocked at the results, I have to work on improving all my interpersonal skills with Verbal and listening being my top two. Its important in my job that my verbal communication is improved to better improve myself and the experience for the customers, as the manager I have a duty to check on customers during there time with us, being able to listen actively will enable me to better serve them. Improvement on my verbal communication will benefit both team members and customers, it will help me develop better relationships with the team and communicate more effectively. It will give me a better understanding of the customers and their request or queries and again communicate more effectively. 
The first part of the assignment was a presentation on Effective Team Working, I researched all areas of communication and how teams work, I presented my work to a small group of 4 people and sent them evaluation forms to complete. 
The questions were 
1. Organised and easy to follow
2. Presenter exhibited a good understanding of the topic
3. Presenter spoke Clearly
4. Slides enhanced presentation
5. Presentation was done in a way that engaged the audience.
The results came in and all 4 gave me feedback on question 3 and 5. Which matches with the results of the questionnaires that I completed in communication and interpersonal skills. Improvement is needed in these areas.


I have discovered more about my own Communicating and interpersonal skills through this assignment, I have been able to accept the negative and plan of action to improve my skills. Learning more on communication models has made me look at ways to improve communication in my work plan, if we followed the process and ensured feedback, communication would improve and issues would decline, making for a happier team and effective working.
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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?

	Improve Written communication
	Identify issues with written communication with myself and team
	Follow through, no feedback which results in issues with customer orders.
	Implement Shannon and Weavers (1949) communications model and focus on the feedback to ensure accurate communication.

	

Improve my Verbal skills.



	My verbal skills are average when speaking to large groups.
	Confidence and nerves when speaking make me rush my words.
	Think before speaking, organise thoughts to help when delivering. Practice speaking.


	Improve My listening skills.
	My listening skills are ok, but could be improved
	I tend to get distracted which makes me react differently and only hearing part of the story.
	Concentrate on one at a time, listen more openly and think before acting accordingly. Give Feedback

	Improve engagement with an audience/ group.
	Present a slide show, reading from prepared notes.
	Confidence and nerves made my talking rushed and not engaging with the audience trough reading my notes.
	Practice and memorise notes, take my time and breath. Engage with eye contact.
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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?

	Improve Written communication with myself and team
	Introduce Shannon and Weaver (1949) communication model and implement.
Encourage team to give feedback on how the new method is working, encourage criticism to ensure team understands the method.
	Numbers of issues should decline. Team communication should improve. Team morale and relationships will improve.
	ASAP, follow ups on a regular basis to maintain consistency.
	Support from management, team engagement, and consistency from myself and team members.

	Improve Verbal communication skills
	Think before speaking when talking to large audiences.  Be clear and concise with the content. Engage eye contact with the audience.
	Delivery of message will be clear, confidence will improve.
	At all occasions of speaking to groups of people.
	Research content needed when talking to large groups.
Be confident in your knowledge and delivery.

	Improve Listening skills
	Concentrate on one activity at a time, listen more openly and think before acting or speaking accordingly. 
	Improved relationships with team and customers. Improved time management.
	Implement now, ensure consistency by asking management for feedback regularly.
	Support from management with feedback in one to ones.

	Improve engagement with audience/ Groups
	Practice and memorise notes, take my time and breath. Engage with eye contact.
	Feedback either positive or negative shows a person/s were listening. 
	Implement at all occasions of trying to engage large groups.
	Feedback from audience, action plan and act.
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