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[bookmark: _Toc73048774]What is Effective Communication in the workplace?

According to Kashyap (2019), “Communication in the workplace is one of the signs of a high-performance culture. Exchanging information and ideas within an organisation is called workplace communication. However, effective communication occurs when a message is sent and received accurately. In every aspect of life (both professional and personal), effective communication is important to success and happiness. Effective communication in the workplace is central to all business goals”.
According to Zambas (2019) “when teams fail to communicate effectively, the results are detrimental to the business. In fact, research by US firm Gartner shows a whopping 70% of business mistakes are due to poor communication”. 

[bookmark: _Toc73048775]Communication Cycle 

The communication cycle expresses how the system of conveying and understanding messages operates. Message: the information that the sender wishes to convey. Encoding: how the sender chooses to bring the message into a form appropriate for sending. Channel: how the message is sent (Blenkinsop, 2010).
Various models of the communication cycle can be applied in the workplace environment.  Primarily, these are the Shannon-Weaver’s model; Berlo’s communication model; Schramm's model. These will be examined further below.
The Shannon-Weaver model is a linear model of communication where it is assumed communication only goes in one direction with a distinct beginning and end. The model is also known to be the mother of them all being the foundation due to its simplicity and wide popularity. The below diagram demonstrates the six key concepts of the communication cycle, it also shows the 7th concept that was later added by Norbert Weiner that came up with a feedback step in response to the critique it had of being a linear type of model to stop it from being just a one way communication. 
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(Shannon and Weaver, 1949)
Primarily, the purpose and value of this model is to explain how messages can be lost and misunderstood when delivering messages via various channels (Drew, 2021). In addition, the noise element to this cycle helps to understand how messages can sometimes be misunderstood internally or externally, whether this is a misspelling on a text message and be interpreted differently by the receiver or experiencing background noises in the office, causing it to interfere with telephone calls. 
A workplace example of this could be: The author left a voicemail to one of his customers, letting them know when they could go and pick up their new vehicle. Unfortunately, while this message was being transmitted, colleagues in the background laughed and joking, causing the noise to interfere with the message, resulting in the customer (receiver) only hearing half of the message and missing out. 
The feedback component of the cycle is one of the crucial elements in the process of communicating; this enables the receiver to respond to the sender and inform them whether the messages were received successfully and in an effective manner, whether the choice of the channel was suitable and whether overall they liked it or not.  
Advantages:
This model explains the barriers to effective communication clearly, by demonstrating the noise concept in detail by showing how interruptions can arise. This model is also beneficial as it breaks down the communication process into logical parts.  Another advantage consists of this being one of the models that can be flexible and accommodate multiple situations.
Disadvantages:
The model being a linear type and only enabling a one-way communication process, and until the feedback component was added it gave no option for feedback from the receiver. 
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Communication Theory (No Date)
According to an article (Toolshero.com), The Berlo’s communication model was brought into action in the 1960s and expanded on its linear communication model. The model is Berlo’s SMCR Model of Communication (1960), which consists of four components that describe the communication process. These being the sender, message, channel and receiver.  This communication is like the Shannon & Weavers model but takes the cycle elements a step further and considers different factors that can affect each of the model’s components. For example, the factors that could affect the sender are attitude, knowledge, cultures. 
According to Novak (2019) “When receiving a message through a channel, we interpret it with one, or multiple, of our five senses: sound, sight, touch, smell, and taste. This is why the channel used to send a message is important. We can’t smell a photograph or taste a handshake. Well, we can, but we would look silly and not gain any information from it”.
A workplace example of this could be: When the author had to speak to a customer who was found to be deaf, he had to look at using an alternative channel to convey his message as the receiver was unable to hear on the telephone. Therefore, he arranged a video call to convey the message enabling the receiver to be able to lip read.
According to Corman, Trethewey and Goodall, (2007), distortion occurs because communicators lack sufficient skill to translate the information to or from symbols faithfully, or their culture or individual attitudes corrupt the translation process somehow.
Another workplace example of this: The author must follow his compliance sales script to complete a sale. This can come across sometimes quite technical, resulting in some customers not understanding the entire message that is trying to be conveyed. Therefore, the author must ensure language is used that the customer can understand.  
Advantages of this model are:
The model is known to be straightforward compared to the modern ones.  This model is also still being used in more robust communication forms, involving direct communication or contact between person to person. This can consist of long-distance telephone calls. 

Disadvantages:
This model would be if the communication from the sender is not effective, then the message received by the receiver will be disrupted and not the message that was intended.  Another disadvantage of this model is the limitations that this process gives people when needing to have a two-way communication as this model does not enable people to obtain feedback. 
Schramm's Model
According to Elcomblus Contributor (2020) “Wilbur Schramm (1955) developed a model in which each of the communicators take on the roles of an encoder, interpreter, and decoder in the communication process. Since responding or giving feedback is also a form of transmitting information, the process is illustrated as interactive and cyclical instead of sequential”.
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(Elcomblus Contributor 2020)
The model involves circular communication between two people. This facilitates a two-way communication process and means each person is both the receiver and the sender. This means that they will be able to communicate with each other instead of only communicating in one direction, which would be the linear model (Shannon & Weaver).
The model looks at how information should be seen to pass through channels effectively by enabling this model to send messages that can be interpreted for them to be adequately understood.  By this model enabling two-way communication, it allows the members who are part of the communication to have the capacity to encode, decode, and interpret in which means they both have the same control and are treated as equal participants.
A workplace example of this could be: The author had a 1-2-1 review meeting with his manager to discuss his overall monthly performance. This enabled the author and manager to send messages back-and-forth and formed a discussion involving both members to input the encoding and decoding of the communication.  

The Advantages of using this model are:
This model enables the speaker to obtain feedback about the choice of language that they have used to convey their messages, including the choice of words. This model also enables people to recognise the complexity of communication. For example, this model can demonstrate how people may mishear or misinterpret messages when encoding, decoding, and interpreting.  This model also enables people to see how active people are when interpreting messages they received instead of seeing people as passive recipients when using other models. 


The Disadvantages of using model are:
Not identifying the communication being unequal with some circumstances has one person leading the conversation or message and having many listeners trying to understand the messages. 
(Drew 2019)
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In this section, the author is going to be looking at the importance of verbal and non-verbal communication in the workplace. 
According to Duck & McMahan (2015) p.89 “Nonverbal communication is any symbolic activity that communicates a message other than words.  This definition covers a wide range of topics: facial expression, hand movements, dress, tattoos, jewellery, physical attractiveness, timing of what happens, distance, tone of voice, eye movements, the positioning of furniture to create atmosphere, touch, and smell – and that is not an exhaustive list.”  
Non-verbal communication is vital in the workplace. When workers interpret the nonverbal communication signals from other staff members or managers, this gives a better demonstration of their feelings, attitudes and emotions relating to certain aspects of their job. Doing this will start to create stronger relationships with employees and managers, which will help increase collaboration, increased productivity, and company culture. 
Some examples of Non-verbal communication happening in the workplace:
Maintaining regular eye contact when communicating with one another will create better relationships because colleagues and managers will feel valued and know they are being heard. For example, the author’s manager approaches him to discuss how he can incentivise the team to complete more than one sale per day. While discussing this, the author actively listens, smiles, and uses a head nod to show that he is fully engaged in the conversation.  It is also essential to consider the paralinguistics features when communicating in the workplace because they can convey messages differently. This could be due to the tone and pitch of the voice of how the communication is being delivered. 
It would be essential to demonstrate a strong presentation and appearance when attending professional and formal meetings. An example of this could be when the author must meet with his manager to discuss a possible promotion. He would need to consider suitable and professional attire to showcase his passion, dedication, and professionalism. In addition, this would demonstrate a positive and good first impression to the managers. 
Whereas if the author were to give minimal eye contact, it can indicate that he is uncomfortable with being said or generally shy. Another reason could be that he is not interested in what is being said. 
If the author were to clench his fist when communicating, this could demonstrate that he is angry or upset, leading to serious conflict issues. Another could be where the author rapidly taps his fingers on a surface or fidgets; this can demonstrate nerves or fear. It can also portray that he is bored of the conversation that is being heard. Finally, it can also show that he may not be trustworthy (Positive and Negative Examples of Body Language 2021).
The author now discusses the importance of verbal communication in the workplace.
According to Mckay (2019) “Verbal communication is the sharing information among individuals or groups through speaking. It is one of the ways we interact with our bosses, employees, co-workers, and customers or clients at work”.
Verbal communication decides how well people get along, whether on a professional level whilst working or out for lunch with their co-workers.  Verbal communication is vital because workers can express what they mean as clear and concise as possible to prevent any misunderstandings; whilst doing this, they need to consider the choice of tone and language.
Whereas, when the author is meeting with his colleagues outside of work, this could be less formal, and the author could relax more by being slouched and not needing to give constant eye contact and have a laugh and joke. Whereas if the author was in a business meeting, he would need to consider his critical communication factors and actively listen, be courteous, speak softly, and maintain eye contact. 
In terms of written form of communication, when he is writing an email to a customer, he needs to ensure he is writing in simple terms without sounding too technical. However, at the same, he needs to write professionally (formal communication). However, if he were to write an email to his co-workers, he could include smiley faces and use slang words depending on the subject matter (informal communication). 
Another essential key element to communication that the author uses in his workplace is Active Listening skills; this is to ensure that he and his colleagues are fully listening to what is being said, making sure no interruptions are being made and empathetic and paying attention at all times to ensure there is no misunderstandings during the processes. 
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[bookmark: _Toc73048779]Assessing Own Communication Skills 

The author has carried out questionnaires (see appendix A for evidence of this) to find out the strengths, weaknesses and the gap within their communication skills and styles. A gap analysis and personal development plan has been completed with his findings. 
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Your total score is: 50%
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and practising your interpersonal skills — this is likely to lead to better and more successful relationships with other people,
at home, socially and at work or school.

Listening Skills
Your score: 50% (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

Yol.}score: 49% (Average)
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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: 36% (Below Average)

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

Your verbal or spoken communication is below average — you should probably think about ways which you can practise and improve
'your verbal communication. Your verbal communication skills may be a result of low self-esteem or over-confidence, is some-
thing that you will be able to recognise in yourself. Over-confident people may use unfamiliar language or jargon when speaking to
others, making them difficult to understand. People with low self-esteem may not feel able to confidently communicate their ideas
and opinions. It is also possible that you have been overly self-critical in your assessment — ask a friend or family member how they
rate your verbal communication.

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

Communicating in Groups
Your score: 61% (Average)
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Communicating in Groups
Your score: 61% (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 ations. Communicating effectively in
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 participants 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.
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1535 You need to keep working on your communication skills. You are not expressing yourself clearly 4 5 6 n
and you may not be receiving messages correctly, either. The good news is that, by paying close GHI L MNO
attention to the way in which you communicate, you can improve your effectiveness at work and manues: .
enjoy better working relationships with your colleagues! The rest of this article will direct you to 7 8 9 o . E
some great tools for improving your communication skills. (Read below to start) e - =

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.)

Detailed Interpretation

Whenever you communicate with someone else, you each follow the steps of the Communication

Process (see figure 1, below). Mark Evans BMSKa002 1402013

Figure 1. The Commul

ation Process F o
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