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Communication is the cornerstone of effective leadership and management. In dynamic and demanding industries such as construction, the ability to convey clear and purposeful messages is essential. Communication allows managers to align teams with organisational goals, resolve issues efficiently, and foster strong interpersonal relationships. Within RK Wales Property Management Ltd—a construction and property management company based in South Wales—communication plays a central role in coordinating teams, liaising with clients, and ensuring successful project delivery.

[bookmark: _Toc199079768]Section 1: Communication

Communication can be defined as the transactional use of symbols, influenced, guided, and understood within the context of relationships (Duck and McMahan, 2015). It is more than just the exchange of words—it encompasses verbal and non-verbal cues, tone, context, and active interpretation. McMillan and Weyers (2012) argue that successful communication depends on the ability to encode, transmit, receive, and decode messages with shared meaning. In a business setting, this includes everything from formal reports and meetings to casual interactions on site. Whether addressing team members, subcontractors, or clients, managers at RK Wales Property Management Ltd rely heavily on effective communication to ensure that expectations are clear and outcomes are achieved.
As Covey (2013) points out, communication is not just a tool for transferring information but also a mechanism for building trust, managing relationships, and driving motivation—three elements that are particularly relevant in construction management.

1.1 [bookmark: _Toc199079769]The Communication Cycle

The communication cycle is a continuous process through which information is exchanged and understood between individuals. It consists of several core components: the sender, the message, the medium, the receiver, and feedback. Each stage is critical to ensuring that the intended message is not only received but also correctly interpreted. According to Shannon and Weaver’s (1949) foundational model, the cycle also includes potential ‘noise’—any interference that may distort or block the message during transmission.
In management contexts, the communication cycle is essential for maintaining clarity, resolving misunderstandings, and fostering collaborative working relationships. For example, at RK Wales Property Management Ltd, communication cycles are used during project planning meetings to ensure that site managers, tradespeople, and clients all understand deadlines, budgets, and expectations. Feedback loops are particularly important when responding to client queries or on-site developments, ensuring issues are addressed in real time and decisions are informed by accurate data.
Understanding the communication cycle also enables managers to identify where communication has broken down—whether due to a vague message, an inappropriate medium, or a failure to provide feedback. As argued by Robbins and Judge (2019), recognising these breakdown points allows leaders to implement corrective measures, ensuring that teams stay aligned and productive.
[bookmark: _Toc199079770]1.2 Communication Model

Understanding communication models allows managers to grasp how messages are constructed, delivered, and interpreted. These models are especially useful in identifying points where communication may break down and how this can impact motivation, relationships, and performance in the workplace. This section discusses three influential models: The Shannon-Weaver Model, Berlo’s SMCR Model, and Schramm’s Interactive Model, with reflections on their similarities, differences, applicability, and relevance to RK Wales Property Management Ltd.
Shannon-Weaver Model (1949)
The Shannon-Weaver Model, developed to improve telephone communication, introduces the idea that all communication includes an information source, transmitter, channel, receiver, and destination, with a key emphasis on noise—any interference that may distort the message. This linear model highlights the one-way process of communication and draws attention to technical failures or barriers.
In the construction environment at RK Wales, this model is useful when identifying problems in message delivery, such as when a subcontractor misinterprets verbal instructions due to poor audio on a phone call or unclear radio transmissions. However, the model's limitation is its lack of feedback—something critical in modern workplace interactions.
Berlo’s SMCR Model (1960)
Berlo’s SMCR model focuses more on the personal elements involved in communication. It breaks communication into Source, Message, Channel, and Receiver, with emphasis on factors such as the communicator’s knowledge, social system, attitudes, and communication skills. Unlike Shannon-Weaver, Berlo acknowledges that the communicator’s background significantly influences how a message is created and received.
This model is particularly relevant in managing diverse teams, such as on multi-trade construction projects, where differences in experience, culture, or education level may affect interpretation. A site supervisor at RK Wales may explain a task differently depending on whether the audience is a seasoned electrician or a new apprentice. However, Berlo’s model still lacks explicit feedback and does not directly account for environmental or emotional noise.
Schramm’s Interactive Model (1954)
Schramm introduces a more realistic, two-way model of communication that incorporates feedback and recognises that both parties encode and decode messages. The overlapping of “fields of experience” is key—communication is more effective when both sender and receiver share a similar context or background.
In practice, this model is highly applicable to RK Wales. For instance, during planning meetings, project managers and contractors may revisit site plans together to ensure mutual understanding. Feedback is encouraged, helping to resolve confusion early. This approach supports a collaborative culture and increases efficiency, especially when dealing with evolving site conditions.

Comparison and Relevance
All three models attempt to explain how information is transmitted, but they differ in complexity and realism. Shannon-Weaver provides a basic structure, Berlo adds human context, and Schramm acknowledges the dynamic nature of real-world communication. Modern workplaces, including construction firms like RK Wales, require more interactive approaches, making Schramm’s model the most relevant today. However, aspects of each model remain useful, particularly when diagnosing communication breakdowns.
By understanding these frameworks, managers are better positioned to tailor their communication styles, reduce errors, and foster clearer understanding—especially crucial in high-stakes, high-pressure industries.

1.3 [bookmark: _Toc199079771]Verbal and Non-Verbal Communication

Communication within the workplace extends beyond the spoken or written word. In construction environments such as RK Wales Property Management Ltd, where instructions must be delivered clearly, quickly, and sometimes under pressure, understanding both verbal and non-verbal communication is essential.

Verbal Communication
Verbal communication refers to the use of spoken or written words to convey a message. This includes formal channels such as meetings, emails, and reports, as well as informal exchanges on site. The effectiveness of verbal communication often relies on clarity, tone, timing, and context. According to Morgan (2017), precise verbal instructions reduce misunderstandings and prevent delays in task execution, especially in fast-moving environments like construction projects.
At RK Wales, site managers often use daily briefings to assign tasks. The success of these briefings depends on how well instructions are structured and delivered. Poor verbal communication can lead to errors in task execution, wasted materials, and compromised safety, while effective communication ensures productivity and team cohesion.

Non-Verbal Communication
Non-verbal communication includes facial expressions, gestures, posture, eye contact, tone of voice, and other physical cues. Duck and McMahan (2015) define non-verbal communication as symbolic behaviour that conveys meaning without words. In construction, where much of the work is physical and loud machinery may interfere with speech, body language becomes especially important.
For instance, a manager giving a thumbs-up or nodding in approval can reinforce a verbal message or replace it altogether when speech is impractical. Similarly, crossed arms or lack of eye contact may unintentionally signal disapproval or disengagement. During client meetings, maintaining open posture and consistent eye contact helps build trust and professionalism.

Paralinguistics and Mixed Messages
Paralinguistics—the non-content aspects of speech such as tone, pitch, volume, and pace—can also affect how a message is interpreted. A confident tone may encourage collaboration, while a harsh tone might discourage feedback. As noted by Mehrabian (1971), when verbal and non-verbal cues conflict, people tend to believe the non-verbal message. This highlights the importance of consistency between what is said and how it is said.

Relevance in Management
Effective managers at RK Wales are aware of how their body language, tone, and word choice affect communication outcomes. Awareness of non-verbal cues is particularly important during interviews, conflict resolution, or client interactions. A failure to align verbal and non-verbal communication can lead to mistrust or confusion—both detrimental to motivation and team dynamics.

[bookmark: _Toc199079772]1.4 Barriers to Communication

Even in the most well-organised companies, communication can break down due to various barriers. These barriers interfere with the sender’s ability to convey a message clearly or the receiver’s ability to interpret it accurately. In the construction sector, where clear instructions and real-time updates are crucial, recognising and mitigating communication barriers is vital. RK Wales Property Management Ltd, like many construction companies, faces challenges due to environmental noise, differing communication styles, and the fast-paced nature of the work.

Types of Communication Barriers
Duck and McMahan (2015) categorise barriers into several types, including:
· Environmental barriers: External conditions such as noise from machinery, poor weather on site, or poor phone reception can distort or block messages.
· Linguistic barriers: Misunderstandings caused by accents, jargon, or poor language proficiency.
· Psychological barriers: Stress, anxiety, or low morale can affect how a message is delivered or interpreted.
· Perceptual barriers: Differences in individual experiences and viewpoints may lead to assumptions or misinterpretations.
In practice, environmental noise is a common issue on construction sites, making verbal communication difficult. RK Wales mitigates this by using hand signals or written site instructions where possible. Linguistic barriers also arise when team members speak different first languages. In such cases, simplified English, visual aids, or translated documents are used to clarify expectations.

Impact on Motivation and Performance
Barriers not only disrupt task completion but can also damage team morale. According to Covey (2013), poor communication erodes trust and creates uncertainty, which ultimately undermines motivation and performance. For example, if a worker misinterprets a task due to vague instructions, the resulting mistake may cause tension or blame, leading to a decline in job satisfaction.
RK Wales actively addresses this by encouraging two-way feedback, checking understanding, and tailoring communication methods to suit the context. Whether through face-to-face clarification or improved signage, the company continuously works to improve clarity.

1.5 [bookmark: _Toc199079773]Tone, Language, and Formality

Effective communication in management is not only about delivering a message but also about how it is delivered. Tone, language, and the level of formality must be adapted to suit the audience, purpose, and context. In a workplace like RK Wales Property Management Ltd, which involves a mix of skilled tradespeople, clients, suppliers, and administrative staff, being able to shift communication style appropriately is a crucial managerial skill.

Tone and Audience Awareness
Tone refers to the emotional quality of the message—whether it is friendly, authoritative, respectful, or neutral. Managers must consider their tone when delivering instructions, giving feedback, or addressing issues. As Clampitt (2010) explains, tone significantly influences how messages are perceived and whether recipients feel respected or dismissed.
For example, during a site inspection at RK Wales, a direct and firm tone may be appropriate when addressing health and safety concerns, while a more supportive tone is better suited for performance appraisals or offering guidance.

Language and Terminology
Language must also be tailored to the recipient. Technical jargon may be appropriate when speaking to experienced professionals but confusing for new employees or external stakeholders. According to Guffey and Loewy (2015), clarity and simplicity are essential in managerial communication, especially in operational environments.
RK Wales often adapts language based on audience: using specific construction terminology during trade briefings, while using more accessible language when speaking to homeowners or new staff members. This ensures the message is understood without confusion or the need for repeated clarification.


Formality and Professional Boundaries
Formality involves the level of professionalism in communication. Highly formal communication—such as reports, contracts, and formal emails—is appropriate for documentation or external stakeholders. Informal communication, like WhatsApp messages or casual conversations, works well for quick updates or internal coordination.
At RK Wales, email is used for formal correspondence with clients, while messaging apps are used for internal coordination. Managers maintain appropriate boundaries by choosing the right channel for each situation, which builds credibility and avoids miscommunication.

1.6 [bookmark: _Toc199079774] Communication Methods at RK Wales PM Ltd

Effective communication methods are vital for operational success at RK Wales Property Management Ltd. The company’s fast-paced construction environment requires precise and efficient information flow between managers, workers, and clients. Both verbal and written communication methods are used across the organisation, with varying levels of formality depending on the audience and purpose.
Verbal Communication Methods
Verbal communication plays a key role in daily operations. Site briefings, team meetings, and phone calls are used to provide updates, delegate tasks, and resolve issues. As noted by Bovée and Thill (2016), verbal interaction allows for immediate feedback and clarification, which is essential in time-sensitive environments.
At RK Wales, morning site briefings ensure that all trades are aligned on the day’s priorities. Phone calls are used when quick decisions are needed, such as clarifying delivery times or responding to unexpected site issues. While efficient, verbal communication is not always suitable for record-keeping or complex matters.
Written Communication Methods
Written communication provides clarity, traceability, and structure. At RK Wales, formal documents such as job quotes, health and safety reports, and client contracts are shared by email. Informal written methods, such as messaging via WhatsApp or Microsoft Teams, are used for internal updates or team coordination.
Gilley et al. (2009) highlight the importance of using the appropriate written channel to reduce misunderstandings. For example, an official quote for refurbishment work would be emailed to the client in a professional format, while a reminder about site access might be sent via WhatsApp.
Assessment of Effectiveness
Overall, the communication systems at RK Wales are effective, but some limitations exist. Verbal communication is fast but can lead to misunderstandings if not followed up in writing. Conversely, written communication provides a clear record but may delay responses. To improve, the company ensures key verbal instructions are confirmed in writing and encourages regular team check-ins to clarify ongoing tasks.
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Motivation refers to the internal and external factors that initiate, direct, and sustain human behaviour. In the workplace, motivation determines how committed individuals are to their tasks and how willing they are to contribute toward organisational goals. According to Ryan and Deci (2000), motivation is “the process that initiates, guides, and maintains goal-oriented behaviours,” and is fundamental in driving both performance and engagement.
In construction management, motivation is particularly important because much of the work is project-based, deadline-driven, and physically demanding. At RK Wales Property Management Ltd, the ability of managers to inspire and maintain motivation among employees and subcontractors directly impacts productivity, quality, and overall morale.
Motivation is influenced by both psychological and situational factors. For example, one worker may be motivated by personal pride in craftsmanship, while another might be driven by financial incentives or job security. Understanding what drives individuals enables managers to create environments in which employees feel valued and committed.
Motivation is also dynamic; it can change depending on an individual’s circumstances, career stage, and workplace culture. For example, an apprentice may be motivated by learning opportunities and recognition, while a seasoned professional may prioritise autonomy or higher-level responsibilities.
Recognising and managing these varying motivators is essential for companies like RK Wales that operate in a competitive and labour-intensive sector. Motivated employees are not only more productive but also less likely to leave, thereby contributing to greater organisational stability and long-term success.

[bookmark: _Toc199079776]2.1 Motivation Methods at RK Wales PM Ltd

At RK Wales Property Management Ltd, maintaining a motivated workforce is essential for meeting project deadlines and achieving high-quality results. The company uses a combination of intrinsic and extrinsic motivators to engage both permanent staff and subcontractors.
Intrinsic motivation is encouraged through recognition, responsibility, and personal development. For example, employees are praised for initiative and problem-solving during complex refurbishments. Opportunities to lead tasks or contribute to planning give individuals a sense of ownership and purpose.
Extrinsic motivators include competitive pay, bonuses tied to deadlines, and flexible work schedules. These incentives are particularly effective for subcontractors, who are often juggling multiple commitments. According to Armstrong (2014), motivation strategies are most effective when tailored to individual and situational needs—a practice RK Wales embraces by maintaining open communication and adapting to team feedback.
The company’s approach reflects elements from multiple motivation theories, blending Maslow’s need for safety and esteem, Herzberg’s motivators, and McGregor’s Theory Y. This combination supports both morale and performance while fostering a loyal, collaborative workforce.

[bookmark: _Toc199079777]2.2 Trust, Conflict and Communication

Trust and communication are closely linked in any organisation, especially in high-pressure environments like construction. At RK Wales Property Management Ltd, maintaining trust among team members is crucial for ensuring smooth project execution. When trust is present, individuals are more open, cooperative, and willing to resolve conflict constructively.
According to Covey (2006), trust is built through consistent behaviour: keeping commitments, showing respect, and delivering results. At RK Wales, managers develop trust by being transparent with deadlines, giving honest feedback, and involving team members in decision-making. This fosters a sense of shared purpose and reduces resistance during challenging phases.
However, conflict is sometimes unavoidable. Personal clashes or miscommunication can arise, particularly between different trades or departments. When conflict occurs, managers at RK Wales follow structured processes: listening impartially, focusing on facts, and seeking mutually agreeable solutions. This aligns with conflict resolution guidance that prioritises dialogue and understanding over blame.
Ultimately, trust reduces the intensity and frequency of conflict. Communication builds and repairs trust, especially when used early and proactively. In a results-driven setting, this helps keep projects on schedule and teams functioning smoothly.

[bookmark: _Toc199079778]Section 3: Evaluation of Own Communication Skills 

The director of RK Wales Property Management Ltd demonstrates strong communication capabilities but recognises key areas for improvement. According to feedback collected from team members via informal questionnaires, strengths include the ability to explain complex construction tasks clearly, active listening during team meetings, and maintaining a respectful tone when resolving disputes.
However, the feedback also revealed development needs. In particular, some responses noted that instructions were sometimes given too quickly under pressure, or lacked follow-up in writing—leading to occasional misunderstandings. There was also room to improve written clarity in formal client emails.
These findings align with Robbins and Judge’s (2019) emphasis on self-awareness in communication. Effective managers continually reflect on their style and adapt based on context and feedback. At RK Wales, this evaluation has prompted the director to implement more structured communication strategies, such as confirming verbal instructions by message or email and seeking feedback after briefings.
Overall, the director’s communication strengths support team cohesion and motivation. Continued improvement in written accuracy and communication pacing will enhance project outcomes and client relations further.


[bookmark: _Toc199079779]Section 4: Conclusion and Recommendations

Effective communication and motivation are fundamental to successful leadership and team performance in construction management. At RK Wales Property Management Ltd, the practical application of communication models—such as Schramm’s interactive model and the communication cycle—has supported clear information exchange, reduced misunderstandings, and strengthened team coordination.
Understanding the distinction between verbal and non-verbal communication, as well as recognising barriers like environmental noise or unclear tone, has enabled the company to enhance workplace interactions. Equally, awareness of motivation—both intrinsic and extrinsic—and the application of theories by Maslow, Herzberg, and McGregor have provided a framework for maintaining staff engagement and performance.
Recommendations include continued development of written communication clarity, consistent use of feedback loops after verbal instructions, and adapting motivational approaches to individual needs. Maintaining trust and proactively managing conflict will further support motivation and communication within teams.
By integrating communication strategies with motivational insights, RK Wales Property Management Ltd is well-positioned to sustain high-quality outcomes and long-term employee satisfaction.
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	NAME:
	Robert Kurylo
	STUDENT NUMBER:       
	2330302

	COVERING THE PERIOD FROM:
	01/05/25
	TO:
	01/09/25


	What do I want/need to learn?

(Specific & Relevant)
	What will I do to achieve this?

(Specific)
	What resources or support will I need?

(Achievable)
	What will my success criteria be?

(Measurable)
	Target dates for review and completion

(Timebound)

	Improve clarity and structure in formal written communication

	Complete a short course on business writing and review client emails before sending

	Access to an online writing course and peer review of emails

	Improved clarity in client communications with fewer revisions

	Review in 4 weeks, complete in 3 months


	Ensure all verbal instructions are followed by written confirmation

	Create a habit of sending a written follow-up after each verbal site instruction

	WhatsApp/email templates and team compliance


	All key site instructions documented in writing within 1 hour

	Review weekly, ongoing


	Enhance communication effectiveness during high-pressure situations

	Engage in weekly scenario-based training with senior staff

	Support from senior team members and structured practice sessions

	Demonstrated composure and consistency in team meetings

	Review after 6 weeks of practice
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