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This report will discuss the importance behind communication within the workforce and workplace environment. The report will include different modules theories of how communication works, how effective it is and the communication cycle. It will put forward the idea of different communication styles and how important all the communication methods are. Part two of this report will include personal feedback from my own presentation and where I can improve my communication and communication style. I will also include my own goals and objectives for moving forward in my communication skillset. 
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(Shannon and Weaver, 1949).

According to Shannon and Weaver (1949) the communication cycle is something that we all do as humans without even realising. They say that communication begins with someone firstly sending the message out to the team – the sender/encoder and ends in the information being decoded/received. However there is a stage in between the sender and the receiver. The channel is the method used in which to get the message across this could be through hearing, seeing, touching, tasing or smelling. As you can see from the diagram above when it reaches the receiver it loops back round to the sender giving feedback. 

When a message is misunderstood by the receiver this can mean the whole team is affected. For example if the wrong message is received the team could be doing the job wrong, they may not be doing it to the best quality or they may be doing something completely off topic. This can then have a knock-on impact not only for the business but for the receiver personally. This is a very similar situation if the message is not to be received at all this means the job/task would not be done or completed. This would be for management to ask the question why was the message not received? Was it possibly the channel used to get the message across or did the sender not send the message?
Noise as stated in the diagram above is an interference within the channel this can be because of physical noise, physiological noise, psychological noise or even semantic noise. All of which can have a detrimental affect of the message being sent and the message being received. So how do we overcome the barriers of noise? Noise can be something that we do not have control over, but we are able to put measures in place to make sure that if it does happen it does not happen again. For example - we have seen a lot of people working from home in the past year partially people who work in a telephone customer advisor role. These people have had to adapt to speaking to customers while home life carries on behind them. This could be a dog barking, baby crying, post man at the door. This example is demonstrating physical noise. To overcome this, physical measures need to be put in place such as a babysitter, a dog sitter, or even getting back into the office. This being said it may not be visible for the worker to do this and a work around would need to be found.   

As mentioned previously there are many different channels that we can use to communicate. We can communicate through hearing, seeing, touching, tasting and smelling. We can also communicate through body language – if you think of a person who says ‘I’m okay’ but they have their arms crossed. Their body language suggests that possibly they are not ‘okay’. 

Berlo (1960) had a similar theory stating that the sender encodes the message through their speaking and writing skills and the receiver decodes the message through their listening and reading skills. Both these roles are important in the communicate cycle to get the message delivered correctly. According to Berlo (1960) both the sender and receiver are influenced by knowledge, attitudes, experience and skills, and affected by the channel in which the message is sent. 
An American businessman, Bernard Baruch said that "The ability to express an idea is well nigh as important as the idea itself."  
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 According to Blenkinsop (2010) the communication cycle has six stages as shown in the diagram above and this is what we use to measure, change and improve our communication skills to effectively get the message across to the receiver. 

A personal workplace example for this cycle is when I first started working at the bank and became an interviewer meaning I was seeing customers for appointments. I had to deliver all the correct and important information to that customer while making it relatable and in simple terms so the customer would understand. Before I was able and competently able to do this myself I had many observations from my line manager and she would give me feedback on what I could’ve done better and how to position words/phrases slightly differently so the customer understood and the conversation flowed better. I was able to take this feedback onboard, practise and try again with the next appointment/customer. This meant I was able to change my wording/phrases and overall improve my communication skills. 
A bad example of this hypothetically would have been for my line manager to tell me that I had done everything correct and not give any constructive feedback. This would have meant I would have continued with my wording and phrases not being understood by the customer and could then lead to misunderstood information or even the wrong information being given.

Effective communication plays a huge role in my place of work. With working in a busy high street bank my colleagues and I must know where we should be and what our role is for that day. Each morning we have a meeting before opening where it communicated to the whole team what the goal is for that day and any updates/briefings that are of importance. We then open the doors at nine o’clock and each of us have a ten minute meeting with our line manager to state what we want to achieve that day and how we are going to do that. This is followed up by a ten minute meeting individually at the end of the day to say, show and demonstrate what we have achieved throughout the day but equally if we have not achieved what we had set out to and why did we not achieve it and what can we do better tomorrow. This means the line manager needs to be the ‘receiver’ during these conversations activity and attentively listening to what we are sharing with them. The cycle then rotates round to the manager then giving a message for example feedback. 

[bookmark: _Toc72154705]This leads nicely onto what we need to achieve and become and active listener. In an article by Alison Doyle (2020) she writes about what active listening actually is and how we can become active listeners. Active listening is made up of many skills such as transparency, empathy, situational awareness, validation and many more. By demonstrating an active listening skill set you will build trust and establish a report, you will show concern and ask questions, and engage through paraphrasing, asking opened ended questions, waiting to disclose your opinion and disclosing similar situations that you have personally been in. Essentially active listening is showing a real interest in what the message is, being ready to help and to be a team player. 
2.0 Assessing Own Communication Skills as a Manager
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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?

	Increase my understanding on the skills and knowledge needed to become a better leader/manager.



	Attend regular online university sessions and complete modules/assignments.  
	Confidence to speak up and ask direct questions in class.
	Start by public speaking in a safe environment. Eg. With work colleagues. 
Ask lecturer questions away from online class if still unsure of what is being asked.

	Improve my grammar and spelling within written assignments.
	Use spell check and double check my work before submitting.
	Patience when typing and not using a dictionary.
	Take my time when typing an assignment or any documentation, double check my work using spell check and a dictionary. 

	Become better at my time management.
	Set myself timescales. 
	Sticking to the structure I have put in place for myself.
	Set realistic timescales and give myself enough/extra time to complete the task where possible while delivering the message in a clear and concise way. 



The objectives that I have set out above are personal to my workplace role at the moment. I am striving to become a manager and to be part of the management team and I believe by following these steps it will help me to ultimately become a better leader/manager. By improving my public speaking, my grammar/spelling and my time management this will all lead to effective communication and sending the correct message to my team. 
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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?

	When presenting personal experiences try and relate to the audience and get to the point. 
	Have a clear plan of what example I will talk about and research/know your audience to relate back to them.


	By my audience having a clear understanding of what message I am delivering and receiving feedback.
	I would like to achieve this in readiness for the next time I present/discuss a topic. (next module)
	My current management team. 
Management coaching. 
My university lecturer. 

	Bring visuals into my message.
	Have a clear plan of what I am going to be discussing with the audience. Research the pictures/diagrams.
Make the diagrams big/clear enough for them to see/focus on. 
	My Audience engaging with me throughout and looking/following the pictures/diagrams while we discuss. 
	I would like to achieve this in readiness for the next time I present/discuss a topic. (next module)
	I will need good resources to help me find visually appealing information. 

	Present the information over several slides/pages.
	Have a clear plan of what I will be presenting, time to create the presentation and bullet points. 
	My Audience will be engaging in conversation while presenting and able to read and see the writing clearly as presented over several slides. 
	I would like to achieve this in readiness for the next time I present/discuss a topic. (next module)
	I will need cards for myself with notes/reminder to discuss while following screens. I will need an audience to present the information to. 



Above I have set out personal goals to achieve throughout my time at university and work. To achieve these goals I must keep them at the forefront of my mind and be consciously trying to achieve them. By achieving these goals it will help to become a better leader/manager and to deliver a clear and concise message to my team, while allowing them to ask questions and get involved in what is being delivered. 

In conclusion to effectively communicate you must show several skill sets including active listening, Non-Verbal communication eg. Body language, be clear and concise on what the message is, be personable/relatable, be confident in what you are saying/demonstrating, show empathy, always have an open mind, while asking questions and show respect. With all of these skills you will be able to communicate effectively with your team which will then improve the work drive of your colleagues and the job will be done to a correct and quality standard. 
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Appendix A

	Presentation Evaluation Sheet

	Module:  BMSK4002

	Topic:  Effective Team working 


	Date – 25/05/2021
	Name of Presenter – Emma Stevens

	
	Feedback

	
	

	
	Weak
	Fair
	Good
	Excellent

	Prepared for Presentation
	 
	 
	 
	 6

	Presented in an interesting way
	 
	 
	 4
	 2

	Objectives of the presentation are clear
	 
	 
	 1
	 5

	Used visual aids effectively
	 
	 
	 2
	 4

	Organised the presentation logically
	 
	 
	 
	 6

	Spoke loudly enough
	 
	 
	 2
	 4

	Spoke slowly and clearly
	 
	 
	 3
	 3

	Presented within appropriate time
	 
	 
	 4
	 2

	Responded to questions accurately
	 
	 
	 4
	 1

	
What can I do better next time?
· Colour scheme made it hard to read content.
· Personal experiences where too long.
· More slides needed to spread out the information.
· More pictures/diagrams needed to make the presentation more visually appealing.

	
What went well?
· Workplace/geese examples.
· Spoke clearly and enthusiastically. 
· Good understanding of subject. 
· Good visuals. 
· Flowed well.
· Well thought out.
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Figure 1: The Communication Cycle
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