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1 INTRODUCION
Communication is a key part of management because it allows information to be shared effectively within an organisation. Managers use communication on a daily basis to give instructions, provide feedback, solve problems, and work with employees to achieve organisational goals. When communication is effective, it can improve teamwork and productivity, where as  poor communication can lead to confusion and misunderstanding.The report will discuss four communication theories eg : Shannon and Weaver's Model, Schramm's Model, Berlo's SMCR Model, and the Communication Cycle. It will explain the main principles of each theory and consider how they can be applied in a management setting. The report will also examine the strengths and limitations of these models and their importance in helping managers communicate effectively in the workplace and follow a personal development plan and conclusion


2.Theoretical Overview of Communication
We will look at theoretical overview of Communication and will explain the following models:  Communication cycle is a process by which information is exchanged between two or more people it is a continuous circle by the sender and the receiver. The sender or a group of people who initiates communication, would have an idea or thought and wish to convey. The sender would “encode” this message by translating their thoughts by which the receiver can understand either by words, written text, gestures or facial expressions or images.
The information or the message depends on the effectiveness on the accuracy, clarity and appropriateness for the receiver.
The channel which the message travels from the sender to the receiver this, can be either conversation, face to face, emails, phone calls, text, letters, video calls or gestures. The choice of communication can impact how the message is interpreted/received. The receiver then decodes the message into their own experience, knowledge and emotional state.
Feedback is crucial as it completes the communication cycle through the receiver's response to the sender. It can take the form of a verbal reply, question, or non-verbal cues such as a smile, nod, or display of disinterest. This allows the sender to understand if the message was understood by the receiver.
Noise can play a big factor in the communication process this could be internal or external some examples are Physiological Noise-Illness, Hunger, Psychological noises stress anxiety. Different interpretations of words and Cultural noise-different cultures and communication.
To understand the communication cycle helps to identify any breakdowns and work towards a more effective information exchange.
Over the years many theories have been developed to explain how communication works, how various factors influence the reception of messages. We will look at four models: - 
Shannon and Weaver model is referred to as the mother of all communication it expands the linear model by introducing the concept of noise. It was designed for telephone communication bu The Shannon-Weaver Model of Communication
One of the seminal theories in the field of communication is the Shannon-Weaver Model, developed in 1948 by Claude Shannon and Warren Weaver. Originally designed to optimise telecommunication processes, the model has since been widely adopted to explain human communication in various contexts.
This linear model identifies key elements involved in the transmission of messages:
Sender  The originator of the message, responsible for encoding thoughts or ideas into a form that can be transmitted.
Encoder (Transmitter): The mechanism or medium that converts the encoded message into signals suitable for transmission, such as voice, written text, or electronic signals.
Channel The pathway through which the message is transmitted, such as a phone line, email, or face-to-face conversation.
Noise: Any interference that distorts or disrupts the message during transmission, such as static over a phone line, background noise, or cultural misunderstandings.
Decoder (Receiver)The process or individual that translates the transmitted signals back into a comprehensible message.
Receiver: The individual or group for whom the message is intended, who interprets and responds to it.
Feedback, while not explicitly included in the original Shannon-Weaver model, is often considered a addition that transforms the linear design into a more dynamic and cyclical process aligning with modern communication practices.

Schramm Model
Schramm's communication model, developed by Wilbur Schramm in 1954, is a groundbreaking theory that moves beyond the linear frameworks of earlier models like Shannon and Weaver's. Schramm introduced the concept of communication as a two-way, interactive process, emphasizing the importance of feedback and shared meaning in successful exchanges. His model highlights the dynamic and evolving nature of human communication, making it particularly relevant for interpersonal interactions and modern media contexts.
Schramm's model identifies several essential elements that work together to facilitate communication:
Unlike linear models that clearly separate the roles of sender and receiver, Schramm's model recognizes that the same individual can perform multiple roles within a single communication exchange. A person encodes a message (converting ideas into symbols), interprets (assigns meaning to incoming messages), and decodes (translates symbols back into thoughts).
The message, central to any communication, refers to the content or information being exchanged. It can take various forms: verbal, nonverbal, textual, or visual.
Feedback is one of the most critical advancements in Schramm's model compared to earlier theories. It acknowledges the receiver's response to the initial message, which is then communicated back to the sender. This creates a continuous loop, making communication interactive rather than one-directional.
Schramm introduced the concept of "field of experience," which refers to the overlapping experiences, knowledge, cultural background, and context shared by the sender and receiver. Effective communication occurs when these fields overlap significantly, allowing both parties to interpret the message similarly.
Although not always explicitly detailed in Schramm's model, noise—any factor that distorts or disrupts communication—is implicitly considered. It can hinder feedback loops and reduce the mutual understanding of the message.
Schramm's model is its circular model. Communication does not end once a message is transmitted; instead, it evolves as feedback is received and incorporated into subsequent exchanges. This cyclical process reflects the fluid and adaptive reality of most communication scenarios, particularly in interpersonal and group dynamics.
Schramm's model has been applied in various domains, including:
Interpersonal Communication: Understanding how shared experiences and feedback loops foster meaningful connections.
Mass Communication: Examining how media messages are interpreted differently by audiences based on their fields of experience.
Education: Designing teaching methods that account for students' prior knowledge and encourage interactive participation.
Marketing and Advertising: Crafting targeted messages that resonate within the shared context of a specific audience.
While Schramm's model significantly advances our understanding of communication, it is not without limitations:
The model focuses primarily on (two-person) interactions and may require adaptation for complex, multi-layered communication systems.
Schramm's communication model remains a vital tool for understanding the  interactive communication. By emphasizing feedback, shared experience, and the dynamic roles of communicators, it provides a more realistic and comprehensive framework for analysing how people convey and interpret messages in a variety of settings.
The model emphasizes the importance of minimizing noise and ensuring clarity in both the encoding and decoding phases to optimize the successful exchange of information. Its application extends beyond telecommunication to fields like education, marketing, and organizational communication, offering a framework for understanding how messages are transmitted and received.
Berlo's SMCR Model explains communication as a process involving a source, message, channel, and receiver. The model emphasizes that successful communication depends on the skills, knowledge, attitudes, and cultural backgrounds of both sender and receiver. Although it has been criticized for its linear nature and lack of feedback, it remains a foundational theory for understanding how communication occurs.
The communication cycle provides an explanation of how communication occurs through the stages of sending, encoding, transmitting, receiving, decoding, and responding to messages. By emphasizing feedback and the potential impact of noise, the model highlights the importance of clear and effective communication in achieving shared understanding.


3 COMMUNICATIONS IN MY WORKPLACE  
 An example of just one theory is Berlo's SMCR Model is  florist workplace,when a florist takes a customer's order for a wedding bouquet. The florist taking the order acts as the source, while the order details form the message. The information is communicated through an order form or online, which acts as the channel. The florist preparing the bouquet is the receiver and must correctly interpret the instructions. This model is useful because it shows how effective communication helps ensure customer requirements are met accurately, reducing mistakes and improving customer satisfaction.

4 COMMUNICATION TYPES & MODALITIES
Effective communication is important in the workplace because it helps employees and managers share information, work together, and achieve organisational goals.
Formal communication follows official workplace channels and includes emails, reports, meetings, and company policies. It is structured and often recorded.Informal communication is more casual and occurs through everyday conversations between colleagues. It helps build relationships and teamwork.The main difference is that formal communication is official and structured, while informal communication is unofficial and more relaxed.
Tone is the attitude conveyed when communicating. Managers should use a professional and respectful tone to build trust and maintain positive relationships with employees. A positive tone can motivate staff, while a negative tone can cause misunderstandings and reduce morale.
Verbal communication involves spoken words, such as conversations and meetings.
Advantages:
Immediate feedback
Builds relationships
Quick exchange of information
Disadvantages:
Information may be forgotten
Misunderstandings can occur
Written Communication
Written communication includes emails, letters, reports, and notices.
Advantages:
Creates a permanent record & provides clear information
Disadvantages:
Feedback may be delayed
Messages can be misinterpreted
Non-Verbal Communication
Non-verbal communication includes body language, facial expressions, gestures, and eye contact.
Advantages:
Supports verbal messages
Shows emotions and attitudes
Disadvantages:
Can be misunderstood
Meanings may vary across different cultures

Different situations require different communication methods. For example, verbal communication is useful for giving instructions and receiving immediate feedback, while written communication is better for recording important information. In a florist shop, staff may use verbal communication when helping customers, written communication when recording orders, and positive body language to create a welcoming environment. Choosing the correct communication method helps reduce misunderstandings and improves customer service.
Effective communication requires understanding formal and informal communication, using appropriate verbal, written, and non-verbal methods, and adapting communication styles to suit different audiences and situations.



5 BARRIERS TO COMMUNICATION
Communication barriers are factors that prevent messages from being sent, received, or understood correctly. The barriers can lead to misunderstandings, confusion, and reduced effectiveness in the workplace and businesses
Common communication barriers include:
Physical barriers – noise, distance, or poor technology that disrupt communication.
Language barriers – differences in language, jargon, or vocabulary that make messages difficult to understand.
Psychological barriers – emotions such as stress, anger, or anxiety that affect how messages are interpreted.
Cultural barriers – differences in beliefs, values, or communication styles between individuals.
Organisational barriers – unclear procedures, hierarchy staff members, or poor information flow within a workplace.
Identifying and overcoming communication barriers is important to ensure information is communicated clearly and accurately, helping to improve teamwork, productivity, and workplace relationships.

6 COMMUNICTION IN MY WORKPLACE
Communication in a florist shop is essential for taking customer orders accurately, coordinating staff tasks, and ensuring flowers are prepared and delivered correctly. In my workplace, communication takes place through verbal, written, and digital methods. This assignment will assess these methods, evaluate their effectiveness using communication theory, and suggest improvements.


Verbal communication is widely used in the florist shop, especially when speaking to customers and between staff during busy periods.
Effective practice
Staff use verbal communication when taking customer orders in person or over the phone. This allows immediate clarification of details such as flower types, colours, delivery times, and special requests.
Poor practice
During busy periods, instructions can be rushed or unclear, which may lead to misunderstandings such as incorrect flower arrangements or missed details.
Effectiveness
Using the Shannon-Weaver Model, verbal communication is effective when the message is clear and free from “noise” (distractions such as shop pressure or background noise). However, noise can easily disrupt communication in a busy florist environment.

Written communication is used for recording orders, delivery notes and customer instructions.
Effective practice
Order sheets and printed receipts help ensure details are recorded accurately and can be checked later by staff preparing arrangements.
Poor practice
Sometimes handwriting may be unclear or important details may be missed, leading to mistakes in flower selection or delivery instructions.
Effectiveness Written communication is reliable because it creates a permanent record, but it depends on accuracy and clarity. If information is incomplete, it reduces effectiveness.

Digital communication includes till systems, online orders, emails, and messaging apps used by staff.
Effective practice
Online order systems reduce errors by clearly displaying customer requirements and delivery details. Digital messages between staff also help coordinate tasks quickly.
Poor practice
Technical issues, system errors, or staff not checking messages promptly can lead to delays or missed orders.
Effectiveness
Digital communication is efficient and fast, especially for managing multiple orders. However, it relies on technology working correctly and staff using it properly.

Improvements for communication for the Florist Business

Communication in the florist shop could be improved by:
Using clearer order templates to reduce missing information 
Reducing verbal errors by repeating customer orders back for confirmation 
Improving digital system training for staff 
Using printed digital receipts instead of handwritten notes 
Encouraging staff to double-check orders before preparing arrangements 
Reducing noise distractions during peak hours where possible 

Communication in the florist shop is effective when using a combination of verbal, written, and digital methods. However, each method has weaknesses that can lead to mistakes if not managed properly. By improving clarity, consistency, and staff training, communication can become more efficient and reduce errors in customer orders.



7 FACTORS AFFECTING PERFORMANCE & MOTIVATION IN THE WORKPLACE
Employee performance and motivation in a florist shop are affected by factors such as pay, working conditions, workload, management style, teamwork, and communication. Busy periods like Valentine’s Day or Mother’s Day can also increase pressure and affect motivation.
Maslow's Hierarchy of Needs explains that people are motivated by different levels of needs, starting with basic needs like pay and safety, and moving up to belonging, esteem, and self-fulfilment.
Herzberg's Two-Factor Theory suggests that hygiene factors (such as pay and working conditions) prevent dissatisfaction, while motivators ,such as recognition and achievement,increase job satisfaction.
In my florist shop, basic needs like fair pay and safe working conditions are met to keep staff satisfied. Good teamwork helps create a sense of belonging. Motivation improves when staff are praised for good customer service or high-quality floral arrangements. However, long hours or being understaffed during busy times can reduce motivation and performanc
Motivation and performance depend on both workplace conditions and personal factors. Using motivation theories helps explain how staff in a florist shop can be supported to work more effectively.
8 CONFLICT MANAGEMENT
An example in my florist shop is when two staff members disagree about who should prepare a large wedding order during a busy period. One employee feels they are doing more work than the other, leading to frustration and tension.
Conflict can be avoided and managed by…
Clear communication of roles and responsibilities 
Fair workload distribution by supervisors 
Team meetings to discuss tasks and expectations 
Calm and respectful communication when issues arise 
Listening to all sides before making decisions 
Following clear procedures for handling customer orders 
Herzberg's Two-Factor Theory helps explain conflict in the workplace. Poor hygiene factors such as unfair workload, poor communication, or stressful working conditions can lead to dissatisfaction and conflict. In contrast, motivators like recognition, teamwork, and fair responsibility sharing help reduce conflict and improve job satisfaction.Conflict in a florist shop can arise from workload pressure, misunderstandings, or customer issues. However, it can be managed through clear communication, fair management, and teamwork. Motivation theory shows that improving workplace conditions and recognising staff contributions can help reduce conflict and improve performance

.

9 SELF EVALUAATION OF COMMUNICATION SKILLS 
I collected feedback on my communication skills in my florist workplace through informal feedback from employers, as well as self-reflection after customer interactions. I also considered whether customers understood instructions clearly and whether any clarification was needed. This helped me evaluate how effective my communication is in real workplace situations.
My communication style is generally friendly, polite, and customer-focused. I aim to use clear language and positive body language when serving customers and working with colleagues. However, I have noticed that during busy periods, I sometimes communicate too quickly, which can lead to minor misunderstandings or missing important details.
This can be explained using the Shannon-Weaver Model, where “noise” (such as time pressure, distractions, and a busy shop environment) can interfere with how clearly messages are received. In my workplace, peak times create environmental noise that can reduce the effectiveness of my communication if I do not slow down or check understanding.
My strengths include being approachable, listening carefully to customers, and using positive non-verbal communication such as eye contact and a friendly tone. These strengths help build rapport with customers and improve service quality.
However, my areas for development include improving accuracy under pressure, slowing down communication during busy periods, and consistently confirming order details to avoid errors. This shows that while my communication is effective in normal situations, it becomes less consistent when workload and pressure increase.
This reflection shows that my communication is generally effective but can be improved by managing pressure more effectively and using structured checking techniques. By applying communication theory and continuing to reflect on feedback, I can improve accuracy, reduce errors, and enhance customer satisfaction in my floristry role




10 PDP PLAN
My PDP links to Herzberg's Two-Factor Theory, which explains that improving hygiene factors (such as training, working conditions, and clear systems) reduces dissatisfaction, while motivators (such as achievement, responsibility, and recognition) increase job satisfaction.
In my florist workplace, gaining new skills, receiving positive feedback, and being trusted with more responsibility will increase motivation and improve performance. Clear goals and regular feedback also help maintain focus and support continuous improvement
This Personal Development Plan uses SMART targets to improve key skills in my florist role, including communication, floristry techniques, and time management. By following structured actions and receiving feedback, I can improve performance, confidence, and motivation at work.


Personal Development Plan (PDP)
	Area
	SMART Goal
	Current Situation
	Actions
	Timescale
	Success Criteria (How I will measure progress)

	Customer service & communication
	Improve confidence when dealing with customers and reduce hesitation in busy periods by consistently taking orders independently
	I can communicate with customers but sometimes lack confidence under pressure
	Practise taking full customer orders daily, shadow experienced staff, ask for feedback after interactions
	1–3 months
	Able to take orders confidently without support and receive positive customer feedback

	Floristry skills
	Improve speed and accuracy by completing standard bouquets within a set time (e.g. 10–15 minutes)
	I can complete basic arrangements but take longer with complex designs
	Practise arrangements regularly, learn new techniques from senior staff, repeat common designs
	3–6 months
	Faster completion time with fewer mistakes and improved quality of arrangements

	Digital ordering system
	Achieve full independence in processing online and in-store orders with no assistance
	I sometimes need help using the system
	Practise system daily, review common order types, ask questions when needed
	1–3 months
	Able to process all orders accurately without support

	Time management
	Improve ability to prioritise tasks during peak hours and reduce stress-related errors
	I can feel overwhelmed during busy periods
	Plan tasks, prioritise urgent orders, observe experienced staff handling busy shifts
	3–6 months
	Fewer mistakes and better organisation during peak times

	Product knowledge
	Increase knowledge of flowers and seasonal arrangements to confidently advise customers
	Basic knowledge of common flowers only
	Learn flower types, meanings, and seasonal availability through daily work and guidance
	6–12 months
	Confidently recommend flowers and explain options to customers




11 CONCLUSIONS
Good communication in management is very important for any organisation. It helps managers share information clearly, make sure employees understand their tasks, and improve teamwork and productivity.The report shows that communication is not just about giving information, but also about listening and giving feedback. Problems like unclear messages or poor communication can cause mistakes, but these can be improved by using clear language, proper communication tools, and encouraging open communication.
Overall, effective communication helps build trust, improves the working environment, and supports the organisation in achieving its goals.
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