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Introduction to communication?
[bookmark: _3whwml4]Communication is a form of exchanging messages. To communicate is an action that is applied to share or inform others of information.
It a series of stages that deliver an exchange of information from one source to another. 
The challenges of communication can be effective or non effective dependent on a number of barriers. 
Applying confidence to effective communication (Gael Lindenfield, 2014) explores the personnel skills related to confidence in individuals and skills required to be better at communicating.  The art of listening is a key factor to achieve effective communication. If the message is listened to the responder, the person receiving the message will have a better understanding of how to respond to the information received. If the message received is understood well the sender of the message will likely receive the necessary response required. 


(Hillman & Waddell, 2016) Explores the principles of 6 different listening skills.  The importance of listening supports the understanding of communicated message. Effective listening eliminates understanding.  There is not enough emphasis on the importance of the listening skills. 

As a leader I have been able to identify when team members have not listened or understood. This has presented itself in a number of ways. When a task has been incomplete, or a task has been applied incorrectly.  


[bookmark: _2bn6wsx][bookmark: _3as4poj](Radcliffe & Landale, 2012) Analysis the importance of engagement as a leader. 

What is meant by communication.  There are four methods of communicating. Writing, verbal, non verbal and visual.  These forms of communicating are completed daily as second nature.  There is a complete formula behind all the four forms of communication.  This paper will attempt to review the intricate parts and the common threats between method of communicating, barriers and the theorists.
Communication has a profound impact in all that we do.  In  an attempt to understand management of communication many components of communication need to be reviewed to assist with implementation of effective communication.

[bookmark: _2p2csry]Communication barriers
It's important to remove barriers and distractions when communicating with a team, barriers in a face-to-face scenario could include long board tables, discussions in an open plan office, PC's, phones.  All these things can contribute to misunderstanding or distract from of the message I am trying to deliver.
Digital communication barriers
Electronic barriers TEAMs and Zoom removes the use of senses of body language in effect resulting in part of message getting lost.
Removes social aspect, moves away from the historical workplace culture.
Reliant on internet connection, equipment.

Sensory impairment
Hearing, visual and Speech impairments 
Any Hearing and Speech impairments impacts significantly in communication interaction. Without adequate means of support through equipment communication is limited and difficult. 

Perceptual barriers 
Believes and internal biases can be a communication barrier.  Self-awareness plays an important role in this aspect of a communication barrier.  To be aware of ones unconscious bias allows a subject matter to viewed objectively.  It the way the world is viewed which is generally learnt as children.

Language and Culture 
The biggest challenge with this barrier is things mean different to people of culture and language. Words can have a different meaning and if not expressed clearly can lead to misunderstandings.

Barriers 
Biggest impact to communicating effectively partly due to physiological barriers.  These are wide ranging and is as simple as lack of sleep.

Communication methods and associated issues mapping

Mapping communication methods and associated issues with that methods provides clear indication to suggest that no form of communication is a perfect form of communicating  All the elements with the transition of a message will either be successful or not.


Open to misinterpretation


Lack of verbal cues
Misunderstanding
Easier to disengage



Email
TEAMS/Face time/Zoom

Text/Messenger


Communication Methods


Letter/ formal correspondence 

Face to Face 


Listening
Understanding
Speaking

Phone call

Reliant on external delivery services
Delays



Time zones
Hearing Impairment





Self-evaluation
Reviewing ones practice and way of communicating can improve management of communication.  The strands of communication will demonstrate areas of improvement. In order to achieve improvements open and honest analysis and feedback is essential.
(Ludlow & Fergus Panton, 1992/1995) Explores the various ways of collecting data and the three commonly used variations of questions depending on the information you are trying to capture. 
To ensure value and meaningful date was captured it fundamental that the objectives of the questionnaire design is clear. 


Initial stages of a questionnaire design, Identify the information required, identify the audience, complete a pilot study, amend the questionnaire, collate data, analysis data  and feedback. 

Following a structured format in a 8 point questionnaire sent to my team 


The findings are summarised below.  All individuals completed the questionnaire had an opportunity to add comments. (Appendix A)

7 out of 9 responses agreed my method of giving instructions was clear and concise.
The case work in which we deal with is complex and I recognise the level of understanding within the team skill set is different.  I can improve in this area by following up with bullet points , following up with a quick phone call to team members. 

9 out of  9 agreed I allowed to good opportunities to contribute and that they felt listened to.
I am someone who believe listening is a skill that not everyone uses accordingly.  I am someone who observes and listens. 

4 out of 9 felt that set deadlines were difficult to achieve.
I agree and I attempt to be as flexible as possible however the volume of work often results in shorter deadlines, which I agree is not ideal. Additional support is always offered when I recognise short deadlines, I will utilise the best team member for this particular task. 

9 out 0f 9 team members felt PDRs (personal development reviews) were a positive experience and focused on them.
It's important that team members inform me of their experiences and learning needs. I have in the past had negative PDRs resulting in difficult working relationships with my manager at that time. 

9 out of 9 agreed the frequency of updates were appropriate.
I agree I am very conscious of busy schedules and utilise my methods of communicating depending on the message. 

7 out of 9 agreed my better method of communicating was face-to-face. 
I agree with this this point.  I feel I am better at meetings in a face-to-face format, I am more relaxed, and I prefer the social interactions before and after the meeting. I believe the social element is important part of successful team dynamics. Getting to k ow each other minimises misunderstandings.   I am aware that a member of my exec team needs to focus on one thing at a time, I function quite the opposite to him and at speed.  After a period of time of getting to know each other, we now how a great working relationship because we have learnt to complement each other. 

2 out of the 9 sated my delivery of information via TEAMs or Zoom comes across as rushed.

I believe this to be the case because,  I am more aware if the attendee's attention drops or shifts elsewhere during a TEAMs or Zoom call.  I am primarily reliant on visual in this meeting format. I find individuals on a screen distracting to me. Where in a face-to-face meeting, I am looking at body language, sitting arrangements,  attendees' engagement,  whether they are taking notes. I can interpret the level of interest far better when I am in the room with the team. On a screen much information can be lost. I view TEAMs and Zoom as a convenience tool.  For members of my team its ideal when used for briefings and quick updates. 

9 out of 9 agreed I check the level of understanding.
This is essential to ensure tasks are completed correctly and meets the task objectives. 

(Goleman, 1995/1996) Identifies the importance of self awareness. During this part of my self-reflection, and feedback from my findings, I completed a Myers Briggs Personality test and evaluated my level of emotional intelligence.   Whilst as stated in the beginning of myself reflection it is I believe essential to know each of my team members its vitally important I recognise my strengths and weaknesses as a leader and manager which enables me to communicate effectively. My communication style enables me to manage a successful team without regular reflection and learning my ability to be fluid in communication methods would be detriment to my business objectives.  To communicate effectively supports minimising conflict within the team. 

My role requires a high-level ability of negotiating and bargaining. Clear and concise communication is essential. To enter into negotiations requires utilising majority of communication methods. This is formal process of reaching agreements in a workplace. Email used as a formal audit trail is extremely beneficial and useful.  TEAMs and Zoom are used to used to call meetings at short notice decision making option, with real time messaging option.  

From a workplace respective, what I have identified as an increase in poor communication is email bullying and harassment.   Following an online article Putting a stop to email bullying,  the article suggests there has been a shift in the way that people handle confrontation. This is deemed as email confrontation.  

During the COVID-19 society became reliant on communicating via electronic devices and “keyboard warrior” was born.  It became acceptable practice to email, text, post on social media any dialogue fend of please all social boundaries suddenly did not apply. Sadly, this form of communicating has spilled over into all aspects of communicating.  Bullying by email tone is just another passive aggressive method of communicating.












Personal reflection and feedback

As a manager effective communication is an essential skill when managing a team.  It is important to have a good understanding of your teams' strengths and weaknesses and identify the best the method of communication with each team member. 
I also make sure I utilise the right environment when conducting face to face or team meetings.  I genuinely believe I get the right balance from my team members when they feel valued to contribute to discussions. Whilst effective communication can be difficult given the added factors, deadlines, staffing levels, volume of project work at a given time, it's important to keep the team members as my focus. 

I recognise I prefer face to face communication as I place a great deal of emphasis on body language, eye contact and tone. (Mehrabian, 1972/2017) reported a percentage breakdown between verbal communication and non-verbal communication. This commonly known as Mehrabian’s 7-38-55. Mehrabian’s’ communication model says that 7% of the meaning of feelings and attitudes takes place through the words we use in spoken communications, while 38% takes place through tone and voice and the remaining 55% of communication of these factors take place through the body language. The study suggests communication is strengthened by the use of body language.
	













How to communicate

Methods of communication evolve over time.  What remains the same is theorist notions of the art of communication. Argyles 6 stage communication cycle below defines communication in 6 simple steps. The cycle demonstrates the continues travel of communication.  The principles suggest that these are the necessary stages when communicating in any format
[image: ]






(Argyle, 1972)
Taking into consideration the above 6 stages.  The principles applied to any format of communication in effect will deliver effective communication. And breaks down in this way. 

Communication cycle breakdown
Stage one explores the idea, what is the message to be conveyed. Who is the audience.
Stage two is the action of what is the format email, letter etc
Stage three Method of sending message i.e email being cost neutral, capacity to send to a large group
Stage four Message sent, posted, transferred, confirmation sent receipt
Stage Five Message arrived and received by the receiver 
Stage Six Message understood indicating successful transmission of information



Conclusion

Researching communication exhibited the vase range of published information on communication. The theorist’s ideology was a common theme through most literature.  Whilst I initially started my searched based purely with the intention of reviewing communication between Manager and teams, it become evident exploring the barriers and challenges I found much more interesting.  There is so much information it was important to check the credibility and authenticity.

It was very easy to get lost in lots of avenues of communication.  In light of the wide ranging information I found writing a structured plan an effective tool to keep me on track,

Questionnaire design required dedicated time to complete.  Taking into account what was the message, what were my objectives, could the audience engage, would it be understood. I needed to be clear and unbiased.  Following a pilot stage, review of the questions, then submitted the questionnaire following a team brief to explain the purpose of the questionnaire.  The questionnaire was anonymous however there was an option to add contact details should feedback be desired.   The time period for completion of questionnaire was 4 days, this enabled the team to complete to providing qualitative data.  

Having previously completed EI (Emotional intelligence) survey I was confident that I could predict my areas for improvement. The questionnaire allowed me to scrutinise my methods and areas for improvement. I can be direct and I can be impatient when I have to repeat directions.  I’m not afraid to challenge poor conduct or behaviour and I don’t shy away from challenging conversations. I like visuals and I like motivational visuals around me.  

Interestingly, I validated my belief that psychological factors have a significant impact on all communication methods. Emphasis again starts with active listening. 
Non verbal communication such as body language, eye contact demonstrates engagement and interest are important contributing factor to communication.
Mehrabian 55/38/7 formula I found particularly interesting. As an individual who has had a hearing impairment from childhood, I rely on face to face communication and body language. However, despite my keen interest in this particular subject matter, additional research suggested Mehrabian model is often misinterpreted. In an article by (Conversational Leadership, Gurteen, 2016) The author acknowledges non verbal communication however strongly protests that non-verbal communication is not more important than words.  When applied together communication can be delivered effectively.  To achieve effective communication apply all required communication skills to align and the probability of understanding subject being communicated will result in  favourable outcome.

Clearly communication has clearly a number of factors that contribute to its effectiveness or not. 
There is an incredible amount of research reviewing all aspects of communication, the barriers, the psychological barrier, how to guides and much more. Studies on communication dates back to pre-20th century (Wikipedia Contributors, 2019)

[bookmark: _3o7alnk][bookmark: _23ckvvd]The biggest influence of effective communication is the human element. Why, how and when to communicate are decisions made daily the manner in which these 3 basic elements are applied, decision firmly the responsibility on the individual with the message to be delivered. What has been clear the starting point for effective communication starts with the message.  The process starts with the right process for successful delivery, the right audience, for the right outcome. 

The human element is the biggest failing in poor communication for all reasons documents in this paper.  Communication is hard and requires a great deal of though and effort to succeed. 
[bookmark: _ihv636][bookmark: _32hioqz][bookmark: _1hmsyys][bookmark: _Toc129177898]




Appendix A
Questionnaire Comments and Feedback


Sarah works incredibly hard to development and motivate her team She is a natural speaker and motivates better in our team meetings

Occasionally gives directions at warp speed which makes it difficult to decipher at times always has multiple projects on the go which can get confusing. 

Great leadership style, gets loud when passionate or annoyed lol Suports the team and motivtes when under pressure.  

Work volume makes having good communication difficult because we are always busy.  Always puts the kettle on before issuing ANY MORE WORK!  

Sarah is obsessed with lists and post it notes and manages to keep us on track.  Always trys to add an element of fun and humour to difficult challenges. Always approachable and always happy to support and teach.
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