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Communication according to Oxford Dictionary means, transmitting or exchanging information by speech, writing, or using some other medium. 
And communications refer to sending or receiving information, such as telephone lines or computers.
We use communication on a day-to-day basis, from verbal and non-verbal communication in our personal life with our friends and families or professionals in the workplace to electronic mail, telephone, virtual with teams for example. Communication is very important for connecting, expressing ideas, delegating responsibilities, and managing your team. 
Your communication skills are acquired through your life experience by learning and developing your skills. Time and practice are required to confidently communicate with others or to send a message to others. Starts in school for type of professional communication and early childhood for use of personal competencies. 
There are four types of communication: verbal, non-verbal, written, and visual.
Verbal or oral communication means using sound to create a voice, to share ideas and information with others. Verbal communication is very important in the workplace as it can convey information to get your perspective during meetings, telephone calls and conversations with co-workers. This is the most effective way to communicate and exchange information with other people. We use pitch and tone to communicate. For example, if you get angry or frustrated our pitch could increase. What we say, what we use, is important because it provides an overall picture. In the work environment, we tend to rely on official oral communication in most places.
The benefits of good verbal communication in the workplace include:
Good first impression, provide clarity, excellent business relations with customers or claimants, other organizations, suppliers, increase job satisfaction, reduce barriers to communication, increase motivation.
Non-verbal communication occurs through facial extrusion, posture, gestures, physical touch, visual contact, and body language. At the professional level, these are the competencies you need to master, is the part of verbal communication and can have a significant impact on the outcome: a smile, keeping eye contact, focusing on what the person is saying, palms open, face up and much more.
Written communication includes all written documents, letters, emails, messages, forms, reports, manuals, memos and much more. The speech arrived ahead of written, however, written is more formal. Writing is more efficient, is more prudent to choose words, better organized in the order of sentences and is more valid as always you have a copy of what someone said.
There are three types of writing: formal, semiformal and informal.
Communication can take place directly in person or indirectly over the telephone.
Visual communication is the transmission of information or ideas using signs, graphics, symbols, films, and many more. It is used in the workplace to present reports, analyse graphics, videos, films and many more. 
Communication skills for managers are different from the average person and consist in the ability to set goals, targets, communicating plans to meet objectives, delegating people, providing constructive feedback to get them back on track if necessary. In addition, the ability to encourage, praise and appreciate individuals, to adapt to constant change, to remain flexible to any condition.
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The communication cycle can be linear or circular as I am going to explain below. Communication is a complex process that can take a variety of forms, as described in Part 2. Typically involved two people, one is the sender who sends the message, but first need to create the message. One is the person who receives the message called the receiver. In order to reach both parts, the message needs to be encoded in the first step. For example, an email will convert words into binary code in order to travel through the network from the encoder to the decoder and will be transformed into words. May have some noise-named interferences and may be between the sender and the receiver. If, following receipt of the message, a response from the recipient to the sender is sent is called feedback.
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(Shannon and Weaver, 1949)

The Shannon and Weaver Model of Communication is a mathematical theory of communication developed in 1949 by Claude Shannon and Warren Weaver and consisting in 6 concepts: sender, encoder, channel, noise, decoder, and receiver, and later added the 7nt concept feedback. This linear communication model makes it possible to analyse the way the message is sent and received. The message may be hampered or misinterpreted during this process.
1.	Sender – is the source of the information which produces the message. Information can be sent in a variety of ways: verbally, in writing, through body language, through music, through film, and much more.
2.	Encoder- is the machine or person which converts an idea or message into signals. Encrypted an email before sending trough network, transform words into binary code.
3.	Channel- is the infrastructure that gets information from the sender, such as the Internet when you send an e-mail. The same thing as a delivery guy delivering a pizza.
4.	Noise - interrupts a message while it is in the path from the sender to the receiver, is a dysfunctional factor, any interference with the message. These are internal and external factors. Internal noises were misspelled or misinterpreted at the time we encode or decode the message. And the external noise is static interference on phones or radios, the internet down, the mouth is the transmitter, and the ear is the receiver. Noise represents any distraction or interference you may encounter in the process.
5.	Decoder- is the opposite of encoding. It means decoding the binary code message into words.
6.	Receiver-it is where the person gets the message.
7.	Feedback -was added later, not to the original model and was added in response to criticisms to close the linear communication loop when the receiver responds to the sender.










Berlo has a very similar communication model.  David Berlo, in 1960, explains the individual components and the factors which influence these components. 
Berlo Model Components – SMCR Model: 
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Source -The origin of the message.
Communication Skills – The ability of everyone to communicate. 
Attitudes –towards the audience. 
Knowledge–person needs to be knowledgeable about the subject or topic. 
Social system – beliefs, culture, religion and a general understanding of society. 
Culture-a particular society also comes under the social system.
Encoder-is the source that encrypts the message 
Message
Content – is the core of a message. 
Elements – a variety of things such as language, gestures, emoji, etc.
Treatment – how the message is conveyed or transmitted.
Structure – how the message is organized/structured.
Code – the format in which the message was sent. 
Channel-it refers to the five senses and is through one or more channels: Hearing, Seeing, Touching, Smelling, Tasting.
Decoder- that receives the message.
Receiver- contents all elements of the source


Schramm’s Model of Communication
Schramm's Model of Communication is also known as the Osgood-Schramm and introduced in 1954 and had its Shannon-Weaver model origins. He proposed that the communication be not linear but circular and that the communication be a bidirectional path between the sender and the recipient.
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The encoder - which converts the message to codes. 
The decoder - which gets the coded message. 
The interpreter- who works to understand and analyse the message. 
The receiver - that receives the message.
The message - the data received from the sender.
Feedback- is the process by which the message received by the recipient is acknowledged.
Noise - interferences and interruptions that occur during the process.
The advantages of comparing this model with others are the feedback is the main and the communication is circular.

What happens when a message is misunderstood by the receiver? 
What happens when it isn’t received at all? 
What is Noise*?
How can it be overcome?
What sort of channels can be used to communicate?
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Communicating with other people in the workplace is not easy as people may have different views and sometimes disagreements may arise, but as presented in this module, there are certain techniques for communicating disagreement or sending a clear message to people. Communication with others is like learning to ride a bike, once you master it, you will get better and better with practice.
In my work, I enjoy listening to people, paying attention to others not only audio, but body language as well. 
My method of communication is as follows:
Verbal and written:
-formal with customer or claimant.
-semi-formal or informal interactions with colleagues are dependent on the situation.
-Emails, letters, notes, telephone calls, face-to-face meetings, or instant messaging via teams.
Non-verbal – by body language, facial expressions, and vocals.
Visual-presenting or showing photographs, drawings, sketches, charts, and graphs.
My communication is always positive and open-minded. When I use face to face my body language is always open arms to create the atmosphere of welcome. I listen actively, pay attention to every detail, including facial expression, tone, and body language, and engage in conversation. Ask follow-up questions or ask questions politely if I fail to understand the message.
I tend to speak clearly and audibly, adjusting my voice as necessary if there is interference with a polluting background. My tone varies according to the message I have to send.
I empathize with my co-workers and clients to establish a good relationship with them. And one of the most important competencies is respect, particularly within a team or group. Respect should come from one source to the next two ways, which is what I always try to accomplish.
I always get into other shoes to try to understand their perspective.
The communication style questionnaire in the annex below shows that I am being assertive, which is almost true. My comments are clear and straightforward. I interact respectfully with everyone else.
I ask questions in meetings, listen to the views of others, and provide professional advice when someone needs it. I also train and mentor other people, sometimes in-person or online, via Microsoft Teams. To do this, it is necessary to be patient, sometimes I need to explain two or three times because of the complexity of the problem.
This module gives me a chance to enhance my communication skills. I am now much more confident in dealing and expressing myself with others and I will try to put into practice what I learned here. 

Interpersonal Skills Self-Assessment
Your total score is: 67%
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: 63% (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
Your score: 81% (Above Average)
Your score for the emotional intelligence part of the assessment was above average. Emotional intelligence is a measure of how well you understand and deal with your emotions and the emotions of others. As you have scored well in this section it is likely that you usually understand your emotions and those of others quite well.  A higher emotional intelligence means that you are more likely to enjoy a more satisfying and successful career and better relationships with others. You may be more suited than most to counsel people when they are experiencing problems.

Verbal Communication
Your score: 41% (Below 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, this is something 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.
Communicating in Groups
Your score: 78% (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.
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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?

	Verbal Communication.




	Present.
Interact with others.

	Practice.

	Practice more.
Learning.



	Present a presentation.
	Basics to average
	Writing.
Planning.
Time.
	Mind map to put the ideas on the paper.
Practice.
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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?

	Train in Power Point and Excel 
	Training.
Practice.
	Feedback.
	10/12/21
	Online training, YouTube 
Practice.

	Communication
	Finish this module 
	Assignment pass marks.
	10/11/21
	Learn.
Research.
Study.
Practice.
Present.

	English literature, academic writing.
	Practice. 
Online reading and writing.
	Assignment pass marks.
	01/12/21
	Research.
Study.
Practice.
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The Communication Quiz
Score Interpretation
	Score
	Comment

	15-35
	You need to keep working on your communication skills. You 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. 

	36-55
	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. 

	56-75
	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. 
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Detailed Interpretation
Whenever you communicate with someone else, you each follow the steps of the Communication Process (see figure 1, below).

Figure 1. The Communication Process
[image: The Communications Process Diagram]

During this process, the person who is the source of the communication encodes it into a message and transmits it through a channel. The receiver decodes the message, and, in one way or another, feeds back his or her understanding or a lack of understanding to the source.
By understanding the steps in the process, you can become more aware of your role in it, recognize what you need to do to communicate effectively, anticipate problems before they happen, and improve your overall ability to communicate effectively.
The sections below help you do this and improve the way that you communicate at each stage of the process.







The Source – Planning Your Message
(Questions 2, 11)
Your score is 6 out of 10       
Before you start communicating, take a moment to figure out what you want to say, and why. Don't waste time conveying information that isn't necessary – and don't waste the listener or reader's time either. Too often, people just keep talking or writing because they think that by saying more, they'll surely cover all the points. Often, however, all they do is confuse the people that they're talking to.

To plan your communication :
· Understand your objective. Why are you communicating?
· Understand your audience. With whom are you communicating? What do they need to know?
· Plan what you want to say, and how you'll send the message.
· Seek feedback on how well your message was received.
When you do this, you'll be able to craft a message that will be received positively by your audience.
Good communicators use the KISS  ("Keep It Simple and Straightforward") principle. They know that less is often more, and that good communication should be efficient as well as effective.
Encoding – Creating a Clear, Well-Crafted Message
(Questions 1, 5, 8, 10, 15)
Your score is 21 out of 25       
When you know what you want to say, decide exactly how you'll say it. You're responsible for sending a message that's clear and concise. To achieve this, you need to consider not only what you'll say, but also how you think the recipient will perceive it.
We often focus on the message that we want to send, and the way in which we'll send it. But if our message is delivered without considering the recipient's perspective, it's likely that part of that message will be lost. To communicate more effectively:
· Understand what you truly need and want to say.
· Anticipate the other person's reaction to your message.
· Choose words and body language that allow the other person to really hear what you're saying.


With written communication , make sure that what you write will be perceived the way you intend. Words on a page generally have no emotion – they don't "smile" or "frown" at you while you're reading them (unless you're a very talented writer, of course!)
When writing, take time to do the following:
· Review your style.
· Avoid jargon  or slang.
· Check your grammar and punctuation.
· Check also for tone, attitude, nuance, and other subtleties. If you think the message may be misunderstood, it probably will. Take the time to clarify it!
· Familiarize yourself with your company's writing policies or style guides.
Another important consideration is to use pictures, charts, and diagrams wherever possible. As the saying goes, "a picture speaks a thousand words." Our article on charts and graphs  has some great tips that help you to use these to communicate clearly.
Also, whether you speak or write your message, consider the cultural context . If there's potential for miscommunication or misunderstanding due to cultural or language barriers, address these issues in advance. Consult with people who are familiar with these types of barriers and do your research, so that you're aware of problems you may face. See our article on Effective Cross-Culture Communication  for more help.
Choosing the Right Channel
(Questions 7, 11, 13)
Your score is 11 out of 15       
Along with encoding your message, you need to choose the best communication channel to use to send it. You want to be efficient, while also making the most of your communication opportunity.
Using email to send simple directions is practical. However, if you want to delegate a complex task, an email will probably just lead to more questions, so it may be best to arrange a time to speak in person. And if your communication has any negative emotional content, stay well away from email! Make sure that you communicate face to face or by phone, so that you can judge the impact of your words and adjust your message appropriately.
When choosing the right channel for your message, consider the following:
· The sensitivity and emotional content of the subject.
· How easy it is to communicate detail.
· The receiver's preferences.
· Time constraints.
· The need to ask and answer questions.
Decoding – Receiving and Interpreting a Message
(Questions 3, 6, 12, 14)
Your score is 15 out of 20       
It can be easy to focus on speaking: we want to get our points out there, because we usually have lots to say. However, to be a great communicator, you also need to step back, let the other person talk, and listen.
This doesn't mean that you should be passive. Listening is hard work, which is why effective listening is called active listening . To listen actively, give your undivided attention to the speaker:
· Look at the person.
· Pay attention to his or her body language.
· Avoid distractions.
· Nod and smile to acknowledge points.
· Occasionally think back about what the person has said.
· Allow the person to speak, without thinking about what you'll say next.
· Don't interrupt.
Empathic listening also helps you decode messages accurately. To understand a message fully, you have to understand the emotions and underlying feelings that the speaker is expressing. This is where an understanding of body language  can be useful.
Feedback
(Questions 4, 9)
Your score is 8 out of 10       
You need feedback, because without it, you can't be sure that people have understood your message. Sometimes feedback is verbal, and sometimes it's not. We've looked at the importance of asking questions and listening carefully. However, feedback through body language  can also help you to assess the impact of your message. By watching the facial expressions, gestures, and posture of the person you're communicating with, you can spot:
· Confidence levels.
· Defensiveness.
· Agreement.
· Comprehension (or lack of understanding).
· Level of interest.
· Level of engagement with the message.
· Truthfulness (or lying/dishonesty).
As a speaker, understanding your listener's body language can give you an opportunity to adjust your message and make it more understandable, appealing, or interesting. As a listener, body language can show you more about what the other person is saying. You can then ask questions to ensure that you have, indeed, understood each other. In both situations, you can better avoid miscommunication if it happens.
Feedback can also be formal. If you're communicating something important, it can often be worth asking questions of the person you're talking to make sure that they've understood fully. And if you're receiving this sort of communication, repeat it in your own words to check your understanding.
Key Points
It can take a lot of effort to communicate effectively. However, you need to be able to communicate well if you're going to make the most of the opportunities that life has to offer.
By learning the skills, you need to communicate effectively, you can learn how to get your ideas across clearly and effectively and understand much more of the information that's conveyed to you.
Whether you're a speaker, a listener, a writer, or a reader, you are responsible for making sure that messages are communicated accurately. Pay attention to words and actions, ask questions, and watch body language. These will all help to ensure that you say what you mean and hear what is intended.
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Communication Style Questionnaire 

This questionnaire is designed to help you assess your preferred communication style. 
Thinking about your behaviour at work, write a score against each statement to represent which best typifies your behaviour where  

4 = agree strongly, 3 = agree somewhat, 2 = disagree somewhat, and 1 = disagree strongly. 
As with all questionnaires, the level of your honesty and self-awareness will impact on the accuracy of the outcome…so, be truthful to yourself! 
[image: ] 
1. I express my opinions in an honest and appropriate manner.  
2. I can get angry and let this show.  
3. I find it difficult to say ‘no’.  
4. If I do not agree with a task that my boss has given me, I find a way of dragging my feet on it.  
5. I feel comfortable in asking for help from someone if they know more than me.  
6. I feel guilty if I leave on time for a valid reason and other people are still working.  
7. I can be sarcastic.  
8. I think my way of doing things is better than other people’s.  
9. If someone takes advantage of me, I find a way of evening the score.  
10. I feel I have a right to say no to other people’s requests and to negotiate a compromise.  
11. If I am in a large meeting, I find I do not speak up.  
12. I like to be in control of a situation.  
13. I stare people down.  
14. I make good eye contact with other people.  
15. If I am unsure about a task that I have been given, I find it uncomfortable to ask for help.  
16. I talk about other people behind their backs.  
17. When I have to deal with someone in authority, I find it difficult to look them directly in the eye.  
18. I am a good listener and equally other people listen to what I have to say.  
19. Rather than confronting someone about an issue, I would rather give them the cold shoulder or drop hints to other people that I am not happy.  
20. I am not afraid to be direct with someone, even if they think I am being rude. 




Self-Assessment: Results
 
To assess your preferred communication style, transfer the scores you have given to each statement to the boxes below. 

Then total each column downwards.
 
Look at the column where your score is the highest. 

This is the communication style you use most of the time. 
 
	 
Q1 4
 
	 
Q3 1

	 
Q4 1
	 
Q2 1

	 
Q5 4
 
	
Q6 4
	 
Q7 3
	 
Q8 4

	 
Q10 4
 
	 
Q11 1
	 
Q9 3
	 
Q12 4

	 
Q14 4
 
	 
Q15 1
	 
Q16 1
	 
Q13 3

	 
Q18 4
 
	 
Q17 1
	 
Q19 1
	 
Q20 4

	 
Total 20
 
 
	 
Total 8
	 
Total 17
	 
Total 16

	 
Assertive 
 
	 
Passive 
	 
Passive Aggressive 
	 
Aggressive 
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