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1) Communication is a way of getting a message to a recipient in a way in which they will understand the outcome.  Communication can be in the form of writing, verbal or body language.



2) Even though the communication can be clear and concise there are still barriers which can get in the way of clear communication.  These barriers can affect any form of the communication, when sending any form of communication you need to be mindful of the recipient and how they would react to what you are sending.

For example if you send an email to someone without any form of greeting, some people may consider this to be rude and abrupt, however if you know the recipient well enough they may consider this type of email the norm and won’t take any offence to this, particularly if they are someone who prefers to get to the point.

Although some of the barriers you may come across are general in when you may come across them, like the example above.  Some barriers you may come across could be few and far between or potentially even a one off.  These types of barriers usually focus around people’s moods and emotions.  For example if someone is in a bad mood they may read your communication from a negative perspective and could disagree with any suggestions, without any real examples of why they are disagreeing.  Similarly if someone is feeling upset they may not be in the right frame of mind to take in the communication and could potentially make a wrong decision as they are not fully focused on the work.  If you come across these types of barriers, you would consider whether this is the best time to communicate with the individual or even change the way you were going to communicate with them, for example rather than sending an email it could be better to go and speak to them instead.

You can also experience some barriers when you are having a conversation with someone, this type of barrier would normally come in the way of the body language of the person you are speaking with.  For example if the recipient is standing with their arms folded, this is sometimes a sign of negativity or insecurity; it could also be a sign of frustration.  



3) Active listening is a way of showing the person who is speaking to you that you are listening to what they have to say & showing they have your attention.  This type of skill is particularly useful when you are having a conversation with someone over the telephone.  Obviously you can’t see each other, so when the other person is speaking it is good to give them a “verbal nod” to show that you are still there and that you are paying attention to them.  It is also good to repeat back to them part of the story, this again shows that you have been paying attention to what they are saying, this is also good for the speaker as this will also show them that you understand what they are saying and if the may need to elaborate on points to make sure they are getting their point across.  As well as verbal signs of recognition active listening can also be shown in the form of body language when having a face to face conversation,  such as making eye contact, raising your eyebrows or just generally nodding during the conversation.



[bookmark: _GoBack]4) Probing techniques are certain questions where you will try to gather more information from someone during the conversation.  If you are trying to get more information during a conversation it is good to try to use open questions, this means the person will need to provide you with more information for their answer rather than giving you a simple yes or no answer.

If you are asking open questions you may get all the information you need from the individual, however you may also need to try to probe a little more to get more information from them.  There is also a fine line when you are using these probing techniques, as you may only be using them to try to get more information to make an informed decision the other person may feel like they are being interviewed or interrogated if these techniques are used too much.

Probes can come in form of either a simple word or phrase or they could be in the form of an open question.  For example during the conversation an individual may say they felt upset at the end of their answer, to probe this further you may just simply ask them “why” for them to give you more information on why they felt that way.

An example of an open question when trying to probe further into the conversation you may pick up a point during the conversation and ask the speaker to provide a more specific example, you could even use a probing question to try to get an idea of what an individual would like to get out of the back of the conversation, for example if you are having a conversation regarding a colleague’s behaviour, you could ask the individual what they think we should do, this would give you an idea of their expectations, but also give you the opportunity to explain why that might not work.



2




image1.png
ﬁ
o R




