[image: Description: :::::::Desktop:In progress desktop:TRINITY SAINT DAVID:logo:TSD_logo2010.jpg]
Skills for the Workplace
Module Assignment Submission 

	Student Name:
	Kirsty Jayne Rees

	Student Number:
	1917792

	Module No:
	BMSK4002

	Module Title:
	Effective Team Working and Communication 
Part 2



Statement of Confirmation of Authenticity
By the act of making this submission, the student declares that this is the work of the student named above. The work has not, in whole or in part, been knowingly presented elsewhere for assessment, or where assessment has been built on a previous assessment, this has been identified. Where materials have been used from other sources it has been properly acknowledged. If this statement is untrue, the student acknowledges that an assessment offence has been committed.
Attention is drawn to the plagiarism and unfair practice policies of both the University and of ILM.




Table of Contents
Part 2 Communication	3
1.0 The Communication Cycle	3
1.1 Shannon-Weaver Model of Communications Cycle………………………………...4

2.0 Assessing Own Communication Skills	5
Gap Analysis………………………………………………………………………………8
PDP	8
References………………………………………………………………………………….10
Appendix A 	11
Appendix B……………………………………………….…………………………………11
 Bibliography……………………………………………………………….………………12



[bookmark: _Toc41062535]Part 2 Communication
[bookmark: _Toc41062536]1.0 The Communication Cycle 
The author will be investigating a number of communication aspects, they will start by explaining what a communication cycle is, what the benefits are to the author at present and for her future management role to assist with communication at all levels with team members to ensure greater understanding. 

To the authors understanding the definition of the communication cycle is to convey the thought process of the sender (individual) to the receiver (anyone other than himself) this can be done via many different means of communication. The process starts with the sender, they are the person that is originating the message. The message is then encoded and transmitted to the receiver via their desired means of communication. The receiver is then required to decode the message from the selected means to receive the message, once they have received and processed the message (decoded), they are to reply or feedback to the sender confirming they have received the message and understood therefore the feedback message to the sender completes the communication cycle. 
A communication cycle is generally a straight forward procedure until you add an additional stage ‘Noise’, noise refers to anything that interferes with the process of the communication cycle between sender and receiver.  
ThoughtCo (Nordquist, R. 2019) claims there are four kinds of noise that can disrupt the communication cycle, Physiological noise is a distraction caused by factors that affect how we feel and think such as hunger, medical, fatigue etc.
Physical noise is interference within our environment such as noises made by others, bright lights, uncomfortable temperatures, pop up adverts etc. 
Psychological noise refers to qualities in us that affect how we communicate and interpret others. An example being wandering thoughts you could be inactive within the team due to personal reasons outside of work. Finally, semantic noise exists when words themselves are not mutually understood. You can create semantic noise by using abstract ideas, speaking in jargon or using local slang terms causing confusion. 
Following on from the 4 stages of noise the author decided it would be helpful to research steps that could help reduce the noise distractions, according to On the Go FM (Norris, J 2016) there are 3 steps to help reduce the noise. Make your language more precise, carefully select words and language that would be recognised and understood by the receiver. Practice speaking and articulate. Then finally invite feedback, this is most definitely important, welcome feedback and use this to positively adapt future correspondence to assist with greater understanding with a clear and concise message. 



1.1 Shannon-Weaver Model of Communications Cycle
Whilst researching communication cycles including the additional stage of ‘Noise’ that the author found The Shannon-Weaver’s model of Communication most relevant, Claude Shannon and Warren Weaver jointly wrote an article ‘A Mathematical Theory of Communication’ for Bell System Technical Journal in 1949, this was also known as ‘Shannon-Weaver model of communication’. 
[image: ]
(Shannon and Weaver, 1949)

Shannon a mathematician and electronic engineer along with Weaver a scientist specifically designed this model to develop the effective communication between sender and receiver.
The cycle was initially developed to focus on improving the technical communication they had both viewed during their technical roles but the cycle is now widely applied and recognised in the field of communication. 
As reported on website Prezi.com ‘The Shannon-Weaver model of communication has been called the ‘’Mother of all models’’. It embodies the concepts of information source, message, transmitter, signal, channel, noise, receiver, information destination, probability of error, encoding, decoding information rate, channel capacity etc’ (David, 2014). This cycle is now widely recognised as the main communication cycle, with the cycle beginning and ending with the sender. 
The communication cycle has occurred when a message has been sent and received, this is most certainly something the author had previously not recognised, especially the different levels of ‘noise’ or disruptions as she is now able to recognise these distractions within her current workplace during her own communication cycles. 
There are many different channels the communication can be delivered, verbal, non-verbal, body language and even signs. Each channel will have its own different noise or distraction level to overcome at the decoding stage. Each receiver will also have their own ‘noise’ distractions to overcome so each communication cycle should be tailored to suit the receiver.

[bookmark: _Toc41062537]2.0 Assessing Own Communication Skills 
Upon researching her own communication skills the author undertook a Mind Tools ‘How Good are your Communication Skills quiz’ the quiz is made up by 15 questions where the participant answers and the results categorise the participants communication levels based on speaking, writing, listening and reading effectively. The author was delighted to receive a score of 60 and just finding herself within the high category. A brief description can be viewed below – 
	(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. 



(Please see link in Appendix A for detailed description)

The writer recognises good communication within the workplace is a key skill, if you are unable to communicate effectively with your team you will lose the trust and respect from team members. They are able to practice and enforce the skills required to assist with the communication process and agrees with article ‘7 Communication skills you need to succeed in the workplace’ (Kramer-Glassdoor, J 2019) Kramer-Glassdoor claims the following 7 steps are required for communication, showing respect, active listening, positive body language, ask questions, engage, remain open minded and a willingness to welcome and offer feedback. 
Body language can affect the communication, the author can recall being asked to attend a meeting with the head director of her previous workplace, the directors body language lead the author to believe this would be a formal meeting, the director was sat with his arms crossed and he did not make eye contact when she entered the room. Once the discussions started it was clear the author had in fact initially read the situation incorrectly and it was in fact a very positive meeting where the director wished to share positive feedback from a client the writer had assisted. From this moment the author has ensured to always try to display positive body language to ensure she does not give her team the wrong impression of any situation. 
The author understands the importance of obtaining feedback and understands this is key stage of the communication cycle, in order to enable her to fully assess her communication skills she created a questionnaire and invited friends and colleagues to complete this to provide some relevant feedback. The questions were short and chosen to give an insight into her current skills.
The results were varied, detailed and provided the author some welcomed critical feedback which she will ensure is addressed and worked on promptly. 
The questionnaire was sent to 8 people, 5 were completed and returned within the desired time. The feedback from the questionnaire can be found in the chart below. 



Please see appendix B for an example of a completed survey.
Each respondent agreed the author had the skills required to successfully deliver good communication. This was very pleasing to read and she was delighted One respondent commented ‘Great communication skills, always clear and delivered well. Only criticism is Kirsty can sometimes become a little distracted by her phone and this can sometimes affect her delivering some communication’ this is something the author had fully expected and agrees with the statement. This is something that will need to be addressed. The author can very easily get distracted by the office phone ringing, received a text or even the sound of an alert to a new email. Going forward her phone will be on silent and she will refrain from looking at a new email during communicating with the team. 

Having recently delivered a PowerPoint presentation to her tutor and classmates on the variations of teams the author took this opportunity to obtain further feedback to enable her to asses her communication further.
This method of delivery is something completely new to the author and she was incredibly nervous about presenting, although she had initially been pleased this would now be delivered over Microsoft Teams so had thought this would help with her nerves but it had in fact added different worries to those she had initially felt about standing in front of the class, the online delivery lead to further technical issues and uncertainty. 
The delivery went ok, she was so nervous and decided to self-nominate to be first to present. Thankfully all her initial technical concerns were cleared up and she was able to successfully share her presentation with her classmates. Her delivery was maybe a little too fast, nerves meant she may have spoken too fast at times and upon watching the recording she is able to see she forgot some points she had wished to make. It was clear she was nervous and unprepared meaning she had to read from her notes a lot of the time. 
Before the presentation the classmates and tutor were provided with a feedback form, requesting feedback for the presentation. The questions were selected to enable them to assess the quality of the presentation, slides, delivery and to feedback anything they felt could improve her for the next presentation. Considering her initial worried and thoughts when she received the completed feedback she was delighted to see the positive comments and it made her rethink she had delivered to a low standard. 
One comment from the completed form was ‘What I thought was really good was how relaxed you looked’ this shocked the author, she was delighted she managed to look relaxed whilst delivering as she most certainly didn’t feel it. They also went on the say ‘your delivery of the presentation was very professional. You engaged well with the audience and I especially liked how you asked us questions’ the only critical feedback received was to lighten the colour of the background to the slide, so pleased with the positive feedback and delighted to hear that the nerves had not shown or affected the delivery. 









[bookmark: _Toc41062538]Gap Analysis
A gap analysis was undertaken to measure future actions.

	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?

	
Communicate effectively without distractions




	Communicate well with no distractions
	Easily distracted by physical noise e.g. text, phone calls, emails notifications
	Ensure phone is on silent and ignore email alert

	
 Alter communication channel to suit the receiver 
	
Deliver communication through variety of channels 
	Will sometimes not take into account the receivers desired means of communication 
	If the receiver would prefer communication in written format or face to face ensure this is used when possible

	
Confidently speak publicly
	
Speak to small teams 
	Nerves affect my ability to talk to a large group of people 
	 Complete public speaking course



[bookmark: _Toc41062539]PDP

	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?

	Effectively communicate with team 
	Active listening 
Positive body language

	Requesting feedback from the receiver 
	Upon return to work June 2020
	Feedback to measure success 

	Improve written communication
	Re-read emails or letters before sending 
	Request feedback from the receiver 
	Upon return to work June 2020
	Feedback to measure success



The above gap analysis and PDP has given the author some goals to work towards in improving her communication. During the current pandemic and having to adjust to working from home good communication is paramount in maintaining a good bond with your team during this situation. The research conducted during this report highlighted communication distractions and flaws she had not recognised before, they also enabled her to critically assess her skills and to accept and work on those that require further work to ensure her team receive greater understanding from communications. 
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Mind Tools Communication Quiz
https://www.mindtools.com/pages/article/newCS_99.htm#Explanation

Appendix B
Exported completed Survey Monkey 
Q1 Does Kirsty provide clear and concise communication?
· Yes
Q2 Does Kirsty possess the required active listening skills to be a good communicator? 
· Yes
Q3 Are Kirsty’s written communication (i.e. emails, text or letters) punctually correct and in the correct tone?
· Yes
Q4 Does Kirsty display positive body language?
· Yes 
Q5 When faced with conflict did Kirsty communicate in a way that focused on problem solving?
· Yes 
Q6 Does Kirsty try to see things from all perspectives and ensure the correct communication channel is used to suit the situation and receiver? i.e. written communication, verbal communication for more complex instructions etc
· Yes 
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Results from Kirsty Rees Survey Monkey Questionnaire 

Yes	Clear 	&	 concise Communication	Active Listening Skills	Written communication tone 	Positive Body Language	Handling Conflict	Adapt communication channel to suit receiver	5	5	5	5	5	5	No	Clear 	&	 concise Communication	Active Listening Skills	Written communication tone 	Positive Body Language	Handling Conflict	Adapt communication channel to suit receiver	0	0	0	0	Column1	Clear 	&	 concise Communication	Active Listening Skills	Written communication tone 	Positive Body Language	Handling Conflict	Adapt communication channel to suit receiver	



image1.jpeg
PRIFYSGOL CYMRU ———
S Y Drindod Dewi Sant
UNIVERSITY OF WALES

Trinity Saint David





image2.png
Information Transmitter Reception Destination

source “‘
e ol e o

11

Noise

<) FEEDBACK <

SHANNON-WEAVER’S MODEL OF COMMUNICATION




