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In this report I intend to explore and examine workplace communication and assess its effectiveness in a workplace and evaluate my own communication skills based on feedback from my presentation, my work colleagues and the self-assessment tests online. Then produce a personal development plan to address area for improvement on the communication skills that I currently possess. I will identify and then analyse the gaps in my communication skills and prepare an action plan. My plan will look at how to improve and mitigate on the gaps.
Communication

Communication can be defined as the exchange of information, knowledge and ideas between the sender and the receiver through an acceptable code of symbols. P. Blenkinsop (2010)
Although communication is ubiquitous and is not easy to define that is why different individuals have defined it in different ways using different models.
Berlo took a different path to constructing his model, this has been done by creating what is called “a model of the ingredients of communication” (Berlo,1960, pp. 23), rather than attempting to establish elements of interest, and connections between those elements. Berlo’s model identifies controlling factors for four similar elements of communication, namely Source, Message, Channel and Receiver. Please see appendix A for Berlo’s “SMCCR” Model.
Communication is normally a two-way process of information been exchanged. It has been studied that information is conveyed as words, body language and tone of voice. LyondellBasell (2019)
Communicated information studies have shown that 
Words account for– 7%
Vocal tone – 55%
Body language – 38%
communication can be broken down in to 3 types
· verbal - verbal communication is the use of sounds and words to express yourself, especially in contrast to using gestures and mannerisms and is quite important as 
· nonverbal - nonverbal communication can speak volumes. Nonverbal communication provides insight into a speaker’s word choice. sarcasm, complacency, deception or genuineness occur within nonverbal communication. These things are often communicated through facial expressions, hand gestures, eye contact, posture and tone of voice. 
· visual - visual communication includes signs, maps or drawings as well as colour or graphic design. These typically reinforce verbal communication and they help to make a point. visual can aid a speaker remember important topics, give the audience something to look at and generally help convey the message being presented.
Verbal communication is important as an excellent verbal communication is key to maintaining a successful business relationship. There is an increase in job satisfaction and when there is an effective verbal communication in the organization, it boosts confidence and productivity.
Effective communication tends to increase productivity, reduces error and the running of the business goes smoother. It increases the ability of individuals to share ideas, thoughts and concerns with one another other.
If a company has a diverse background, effective and excellent communication at the workplace helps to reduce the barriers produced because of cultural and language difference. Please see appendix B – Illustration on communication.
While non-verbal communication on the other hand is also important as it expresses our emotions i.e happy, eager, stressed, sad satisfied, confident etc. These are normally expressed via different body language and face. This can also communicate our attitudes, reflects individual personality and beliefs. Non-verbal communication supports verbal interaction.

[bookmark: _Toc9181645]1.0 Communication Cycle

In 1949 Claude Shannon and Warren Weaver developed a well-known and influential formal model of communication, please see Appendix C. This model consist of five elements : an information source, which produces a message(sender ); a transmitter, which encodes the message into signals (encoder); a channel, to which signals are adapted for transmission; a receiver, which then decodes (reconstructs) the message from the signal; a destination, where the message arrives(receiver). There is a sixth element called noise, which is a dysfunctional factor: any interference with the message travelling along the channel (such as static on the telephone or radio) which tends to lead the signal received being different from that sent. Let use face-to-face conversation as an example, where our mouth is the transmitter, and the signal is the sound waves, and your ear is the receiver; noise would include any distraction you might experience as one speak. It is a very linear model; unlike later models it does not even include a feedback loop. (Shannon and Weaver, 1949)
In my place of work, we tend to communicate mostly via emails, phone call and face to face. When a message is misunderstood, communicators tends to blame the audience for not accepting a message, but it’s usually a fault from the senders encoding process or the channels chosen where not correctly applied
This is why it’s important to request for a feedback as the transmission of the receivers response to the sender is the feedback, and it is important because it is the barometer of effective communication because without reply or feedback we don’t know if the receiver received or understood the message and the communication cycle is only complete  when we get a response from the receiver of the message , otherwise the message will need to be resent,. Patel, N. (2013)
There are a few ways we can overcome barriers to effective communication:
· This could be achieved by making sure that the intended audience are aware of the message delivered.
· To be able to relate to similar experiences between the source and destination
· Be able to get responses from the receiver by a way of offering to meet personality needs appropriate to the group
Also, I will point out that the seven Cs of communication helps to overcome communication barriers: Clarity, Credibility, Content, Context, Continuity, Capability and Channels



 

By applying the questions set and communication cycle by P. Blenkinsop (2010) The Communication Cycle am going to present an example of how I have used it in my workplace of recent as the head of sales in my current employment and had to create a presentation for the MD and executive board for them to increase the bonus scheme in place for the sales staff to motivate them further. 
Step 1: Aim
To whom am I communicating?
The CEO and the executive board
What message that I am trying to send?
I must let them know that the sales department is the most important department in the company and deserve additional bonus funding for staffs.
Why do I want to send this message and What do I want my audience to do with this information?
For an increase in bonus for sales team and make them understand the importance of the increased bonus scheme
What do I want my audience to feel and What does my audience need or desire in order to receive this message?
I want them to feel thrilled about the service the sales team perform and without the sales team there will be a decline in the company’s income stream.

Step 2: Compose / Encode
What is the best way to communicate this message and What level/type of language should I us?
Group presentation, made sure that I did not confuse my audience and using professional and easy to understand language
Does the audience have any background information on this message, and will my audience need any additional resources to understand the message?
Some of the members of the executive board have little understanding of the sales process and the company sales data while some do and power point presentation including graphs and statistics was helpful.
Am I expressing emotions in my message? If so, which emotions and will the audience assume anything about me that will hurt communication?
I did show how excited I was in the job and what the sales team are doing and how the additional funding will help in increase productivity and they did assume that since I am a sales person, am only trying to sell them something that will not be beneficial to the organisation but had to show them the sales for cast if implemented and what it will mean to the company.
Step 3: Transmit/ Deliver
Is this the right time to send this message and what is my audience’s workload and state of mind when this message is received.?
Yes, as the board will be approving the budget for the next year and it is possible they are already loaded with information so I had to be concise and precise, unfortunately was so excited that I went on for more than the time I planned on spending presenting it.
Will there be any distractions that may affect communication?
The presentation is at 3pm which is near the end of a long day, so they were tired and did lose interest at some point.
Step 4: Receive Feedback
I allowed 10 minutes for questions and answer session after the presentation
I met the CEO after the presentation to get his input
I did a research on body language which helped in see through the board members on how I was doing throughout the presentation
[bookmark: _GoBack]Step 5: Analyse, and Improve
I had a call from my boss that the funding for additional bonus scheme has been approved and that the board liked my statistics and presentation, but they taught the presentation was a bit too long
With this feedback I intend to shorten my presentation and speeches in the future and will do better by taking off unnecessary information and control my excitement and enthusiasm.

[bookmark: _Toc9181647]2.0 Assessing Own Communication Skills 

I have assessed my own communication skills through the feedback I have had from my colleagues at work, my presentation on the effective teamwork and communication, the self-assessment tests I did online, this compresses of verbal and written communication and personal behaviours. This has giving me an idea of my strengths and weaknesses. 

I have come to realise that I need to start showing genuine interest when people are talking to me and make them understand that I am listening actively, and not detached or faking attention please see appendix D types of listeners
I will need to encourage people to speak their minds openly and share concerns which is quite important, be able to communicate feelings, facial expressions as well as ideas and facts, start speaking up when I am confused or unsure as this will help in improving my communication skills which is not where it is supposed to be, I need to start keeping everyone informed where appropriate as without proper information people tend to be detached and more of a team player, the use of proper grammar, speak fluently, be a good speaker and listener and always request for feedback


Using the SMART objectives by  
S - specific goal - Complete and obtain my certHE at the university of Swansea within one year where I will complete and pass six modules. Completing this certHE will assist me in been better at communicating. 
M - Complete the six modules, pass them within one year. Allocate the allotted time needed to complete the modules while also attending classes and maintaining my high standards and performance within my job.
A - The goal I have set is attainable with in the allotted time period if I plan my timetable correctly allowing myself the availability and structure to study and complete assignments. To obtain a score of above seventy percent, I believe the allotted time required will be approx. over 200 hours.
R - Setting realistic goals and deadlines in order to complete the individual modules, leading to the completion of the course. This is a realistic goal if I allocate my time wisely and dedicate the time and energy in achieving it.
T – Completing the individual modules with in a realistic and allotted time still maintaining high standard of work., Completing the full course with in the one-year period. Perron, M. (2018) The importance of setting SMART Goals

[bookmark: _Toc32491445]2.1 Current Communication Skills

I have evaluated my current communication skill and have put together a gap analysis, please see appendix E.

[bookmark: _Toc32491447][bookmark: _Hlk40817771]2.2 Action Plan for Improvement

Using PDA which means personal development plan and the aim of putting together a PDP is to document a process of self – analysis, personal reflection and honest appraisal of my strengths and weakness. This will enable me to evaluate the value of my communication skill and furthers development please see appendix F, G,H & I for my PDA and SWOT.
Conclusion
[bookmark: _Hlk40657706]This report explores my effective teamwork and communication skills. It looks at what is required to archive my goals moving forward in the future. This module has helped me identify and then analysis the gaps in my effective teamwork and communication skills. It has then helped me prepare an action plan moving forward on how to bridge those missing effective teamwork and communication skills. My plan looked at how to improve and mitigate on the gaps.
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Appendix E


	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?

	I want to improve on my verbal and non- verbal communication skill.


	I don’t interrupt or talk over the other person
	I will like to be able to use proper grammar


	Try not to take too much on and be happy/willing to accept feedbacks – good or bad
Try to think outside the box

	
	I have confidence when I am talking
	A good speaker and listener
	Requesting feedback from my audience and request help from colleagues regards proofreading my work.

	
	I always have a good body language when I interact with people
	speak fluently and making sure people can hear me when I speak
	Completing my CertHE at the university

	
	I do make eye contact when speaking and listening to other people
	
	Read more novels and communicate more with different people from different background

	
	I use appropriate volume when having a conversation i.e tone of voice
	
	Do more presentations at work









Appendix F


	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?

	Complete and obtain my certHE at the university
	Complete the six modules
	Feed backs from the lecturer
	Within one year
	One on one meeting with the lecturer

	Pass the certHE with a good grade
	pass all six modules within one year
	
Pass rate -over 70 %
	
	One on one meeting with my line manager

	
	attending classes regularly
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STRENGTHS
The skills I have in my current skill set is above average for my current position at work

Focused and very motivated

I have gained confidence from proving that I am able to cope with pressure of the certHE, even with my workload 

Analytical and meticulous and a very confident person 

Maintain eye contact when I am speaking to people 


	[bookmark: _Toc464282681][bookmark: _Toc464372386][bookmark: _Toc464934463][bookmark: _Toc464934636]
WEAKNESSES
Sometimes too hard on my self
Struggle to see situation from a different perspective
Unable to deviate from plan/ regime
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OPPORTUNITIES

I can call on my lecturer for one on one meeting to give me guidance on my development

Demonstrate to my employer that I have management and leadership training, including improvement in my communication and teamwork


	[bookmark: _Toc464282683][bookmark: _Toc464372388][bookmark: _Toc464934465][bookmark: _Toc464934638]
THREATS

Balance work, personal commitments and studies


Appendix G




[bookmark: _Hlk40802093]Appendix H
Part 2: Setting Goals

	What do I want to learn?
	What do I have to do?
	What support and resources will I need?
	How will I measure success?
	Target Date for Review

	I will like to keep up to date with my course work and try not to fall behind with any scheduled assignment



	Giving myself plenty of time to complete the task without rushing, motivate myself to carry on with the task, putting the skills learnt in practice
	The module resources will be of good help, WhatsApp messaging and sharing ideas, researching further 
	Assignment will be completed in good time and to a very good standard
	Ongoing throughout my first study-2020

	
Improve in my writing and presentation skills


	Practise skills learnt, do more research about referencing, go online to read and buy books to help in my writing skills
	The module resources, asking the lecturer for feed backs
	My writing and communication skills will have improved, as would my grades on assignment
	Ongoing throughout my first study year -2020

	
Become more motivated in achieving very good marks in my first year


	Make sure I attend all lectures and to not give in to laziness, do more research in my own good time, become more involved in group work and course activities 
	Will need a new PC and web cam as the courses are now done via online
	My grades in the first-year course will have improved, my work completed will always be of high standard
	Ongoing throughout my first study-2020













Appendix I

Part 3: Personal Objectives

	Short Term Goals (next 12 months)

	

I will like to complete the certHE in leadership and management with good grades



	Medium Term Goals (2-3 years)

	

I will like to complete the BA in leadership and management with good grades and secure a managerial role at my present company




	Long Term Goals (3-5 years)

	

I will like to complete the BA in leadership and management with good grades then aspire to own my own insurance brokerage – as the managing director
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