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[bookmark: _Toc183571998][bookmark: _Toc221858108][bookmark: _Toc923210385]1. Introduction 

This assignment explores management communication skills within a business environment, highlighting the importance of using communication and motivation models to enhance professionalism and performance. This report will also review effective communication strategies, as well as the effect of poor communication.
 In this report four key communication models will be covered, Basic Communication Cycle, Shannon and Weaver Model (which highlights the sender, message, and receiver), the Schramm Model (which focuses on encoding and decoding), and the Berlo's SMCR Model (points out source, message, channel and receiver).
 This report also examines four motivation theories, Maslow's Hierarchy of Needs, McClelland's Theory of Needs, McGregor's Theory X and Theory Y and Herzberg's Two Factor Theory. Each theory offers a unique way on what motivates individuals, it will also consider which model is most relevant within my workplace.
The report looks at how managers engage with their employees, the role of tone and formality, and the communication differences with different audiences. It will also highlight common communication barriers and suggest ways to overcome them. 
A self-evaluation and questionnaire will be used on my communication skills. Feedback from family, friends and colleagues will help me produce a personal development plan based on SMART objectives. This will contribute to more effective decision making and enhance leadership.







[bookmark: _Toc2054274910][bookmark: _Toc1831825285][bookmark: _Toc1524947449]2. Communcation Models
Here is a brief description of all four communication models.
Communication cycle
[image: ]
The communication cycle is a model that illustrates how information is exchanged between individuals to gain effective communication. It often presents as circular and includes key stages: the sender encodes a message, selects an appropriate channel (e.g., speech, writing or email), and the receiver decodes based on the information given. Feedback from the receiver informs the sender if the message is being received (Mikkola &Valkonen, 2019).
Barriers such as noise, cultural differences or language barriers can interfere with the process and can lead to misunderstanding. Feedback plays a crucial part in the clarifying any confusion whether its verbal or non-verbal it ensuring the message is correctly interpreted.

Advantages it's easy to understand, it breaks communication up into clear steps, it highlights the importance of feedback and ensures that communication is a two-way process.
Disadvantages oversimplify real-life communication; it doesn't account for cultural differences that can affect how messages are encoded and decoded.

Shannon & weaver

[image: ]   
The Shannon & weaver model is linear in structure and was developed by Claude Shannon and Warren Weaver (1948), it was originally designed to improve telephone and technical communications in the telephone systems. 
This model illustrates a one-way communication process, where a message is transmitted from sender to a receiver through a specific channel. Examples of channels include sound waves, telephones, or digital platforms such as the internet.  Any form of interference that can disrupt the message such as noise, signal or static can affect how the message is transmitted and received. However, since the model is linear, it does not account for feedback, making it less suitable for face-to- face communication. It's mainly designed for the use in media and electronic communication (Al-Fedaghi, 2012).

Strengths this model is valuable as it focuses on technical aspects of communication, it provides an understanding of the efficiency and accuracy of message transmission.
Weaknesses oversimplify human interactions, and it does not take feedback into account, ignores emotional, cultural and social factor that influence communication.

Schramm
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The Schramm of communication was developed by Wilbur Schramm in 1954. It presents as a two-way communication process, the nature and importance are shared and understood between the sender and the receiver, they actively are involved in encoding, decoding and interpreting messages, both sender and receiver share similar fields, meaning cultural, social, and educational backgrounds.
Schramm also acknowledges that noise or interference can disrupt communication, however feedback helps clarify understanding and closes the communication loop, making the process more interactive. The model also highlights the importance of how skills and attitudes and culture can influence the structure and effectiveness of the communication. (Schramm, 1962). 

Strengths- This model recognizes communication is a two-way process, shows importance of
background sharing, it allows for feedback to get the right outcome, 
Weaknesses- This model as limited detail on culture barriers and environmental factors and can affect communication. 

Berlo (SMCR) Model
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David Berlo developed his SMCR model in 1960, which stands for Sender, Message, Channel, Receiver. This model describes communication as a linear process and breaks it down into four key parts. The sender is responsible for encoding the message, it must include ideas, facts and emotions, and personal experiences.  The message needs to be transmitted through various channels though words, written text, or non-verbal cues using a digital platform. The model assumes the receiver will correctly interpret the message, regardless of barriers such as cultural differences or emotional state or environmental noise. 
This model does not include a feedback loop which can affect the correctness of the communication, the model recognises that communication is influenced by the skills, attitudes and culture backgrounds and can influence the structure and effectiveness of this communication. (Saud et al., 2014).
Strengths- of this model is that its simplicity makes it straightforward and easy to break down into four sections, which makes it easier to understand, Verbal, non-verbal, written, and visual in communication scenarios.
Weaknesses- of the SMCR model is it does not account for noise or explore interference.  it overlooks cultural and emotional context which influences communication in professional settings, the lack of feedback limits its use.

[bookmark: _Toc1783986444][bookmark: _Toc147058059][bookmark: _Toc505096600]3. How Communication models reflect my workplace
Schramm model suits my workplace well because it highlights the importance of shared understanding and includes feedback and noise. In a dog grooming salon, this is crucial, clients ask for a desired style, and we ask clarifying questions to avoid misunderstandings and ensure satisfaction.
With a lot of background noise (e.g. dogs barking, phones ringing, and blaster dryers) clear communication is essential. Eye contact, smiling, using a calm tone and good hand gestures help maintain good communication. This approach reduces confusion and builds trust with each client, which is needed in a dog grooming salon.

[bookmark: _Toc921295640][bookmark: _Toc2048444873][bookmark: _Toc162307404]4.Importance of tone, formality and effective communication in my workplace
Tone is important as it's a crucial part of communication and building relationships. A positive tone helps to create a respectful working environment, it can boost morale and influences how others see you as a manager, it demonstrates how you take responsibility seriously and respect colleagues, which gains respect and trust from them. On the other hand, using overly casual or an aggressive tone can harm working relationships and lead to misunderstandings.
Formality in my workplace demonstrates clear professionalism and a respectful communication. Elements such as dress code, and professional language sets the tone for seriousness. Formal writing such as emails, reports, and policies require structure and appropriate tone, unlike informal massages sent to friends and family. Formality also defines roles, and responsibility within the workplace. Using strong and structured language show respect and supports the working environment, ensuring communication is respectful and appropriate for both informal and informal situations, which contributes to tasks being completed and instructions followed.
Effective communication is not only about the words that are used, but how we say them. Tone and formality influence how the message is interpreted, received and acted
upon, also adapting tone and formality to different cultures and audiences help with how formal and informal communication is received. 

[bookmark: _Toc719963911][bookmark: _Toc361341415][bookmark: _Toc389700169]5. Identifying barriers to Communcation 
There are several common barriers to effective communication. Physical barriers, such as background noise, can disrupt conversations and lead to misunderstandings. Language barriers occur when people use unfamiliar words or speak different language making it difficult to interpret the message correctly. Cultural differences can also be a barrier, as variations in traditions, values, or non-verbal cues such as body language can cause some confusion. Emotional barriers including feelings of stress, anger, or anxiety can interfere with the ability to communicate clearly.
In my workplace, we regularly serve a client who speaks a different language. Initially, it was challenging for her to express what she wanted, we began using a translation app on our phones and visual grooming charts. This approach helped communicate more effectively. The client was satisfied with this method, and instructions became clearer, improving her experience.
Another common barrier in my workplace is physical noise such as dogs barking, phones ringing, and multiple conversations going on at once. To address this, we created a quite area where clients can clearly explain and confirm their grooming instructions. This solution as improved our working environment as its reduced distractions to allow us to be more focused on one client at a time. 
 
[bookmark: _Toc694303267][bookmark: _Toc226413467][bookmark: _Toc311164193]6. Advantages and disadvantages of communication in my workplace
The table below outlines the different types of communication methods used in my workplace. For each method I've identified how it's used, along with the advantages and disadvantages. This helps to highlight the communication style and identifies areas for improvement

	Type
	How its used
	Advantages
	Disadvantages

	Verbal
	Used for quick updates, workplace discussions face-face interaction.
	Quick and direct
Allows for feedback.

	Misunderstanding due to being unclear with words.

	Written
	Used for emails, appointments, reminders and instructions.
	Good for keeping records, appointments and instructions.
	No immediate feedback,
Writing can be poorly structured so can be hard to read.

	Body language 
	Used in person interactions for support in verbal communication.
	Expresses emotion,
Shows empathy, can indicate openness and engagement.
	 Easily misinterpreted as cultural differences have different meanings.

	Tone
	Used to express tone though words.
	Shows emotion can have good meaning to words that are used.
	Can be misunderstood,
tone can change depending on mood.

	Digital
	Used for emails, messages, and workplace app.
	Fast and convenient.

	Lacks personal touch
Lacks non-verbal cues.



The table above outlines the key communication methods in my workplace: verbal, written, body language, tone, and digital communication. By assessing the strengths and weaknesses of each method, I have developed clearer understanding of how communication works in a real-world setting.
This will help me identify strategies to overcome communication barriers to improve in my workplace for the future, such as encourage active listening, provide writing and email training, recommend training in cultural communication, such as workshops, encourage proofreading and tone checking, and set guidelines for digital communication , this will boose performance, collaboration and morale.

[bookmark: _Toc2126468809]7.Motivation Theories
Here is a brief description of the motivation theories and their strengths and weaknesses.
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Maslow's Hierarchy of needs is a five-tier pyramid, it is a motivational theory developed by Abreham Maslow in 1943, it illustrates how humans are motivated by a series of needs, starting from basic survival to higher level, physiological, safety, belonging, esteem, and self-actualization.
Maslow believed that lower-level needs must be satisfied before focusing on higher level needs, this theory has been influential in many fields, (Ihensekhien & Arimie,2023)
Strengths- This theory its easily understood and its relatable so we can understand behaviour and motivation, it provides a good framework for understanding motivation including workplace management and personal development, and education, it also encourages personal growth and self-actualization.
Weaknesses- This theory is not always followed correctly, it also criticised for lack of empirical support, and for being culturally biased, as it assumes all individuals have the same motivation needs. People may have higher needs first even if lower needs are not met.
This theory may not work in a dog grooming setting as it doesn't address specific job factors, Maslow doesn't explain tasks such as dealing with aggressive animals can affect motivation.

MacGregor's Theory X and Y
[image: ]

McGregor's Theory X and Y describe two views of workers, Aydin, (2012) suggests that Theory X assume workers are lazy, dislike work, lack ambition need closer supervision, while Theory Y assumes employees are self-motivated, enjoy work and are capable of self-direction and self-control.
Strengths for Theory X; it's got a clear structure, ensuring tasks are completed.
Weaknesses for Theory X; it can lead to low employee morale, and potential for high employee turnover, can lead to demotivation in the workplace.
Strengths for Theory Y; it encourages employee initiative, leading to job satisfaction and productivity.it also fosters a positive working environment.
Weaknesses for Theory Y; it's not suitable for all employees and their situations, Risks of stereotyping based on observation.

McClelland's Theory of Needs
[image: ]
McClelland's Theory of Needs, Rybnicek et al., (2017) suggests that humans have three types of emotional needs these are achievement, power and affiliation which influences behaviour and performance, and challenging goals can be set and achieved, individuals are driven by desire to excel from relationships and to control others.
Strengths McClelland's theory recognises individuals' motivation differences, it offers a framework for understanding and what influences employee motivation allowing personal motivation strategies.
Weaknesses it sometimes overlaps making it difficult to understand. It can oversimplify human motivation related to basic needs.
McClelland theory would work in my workplace as we work with a high need of achievement as dog groomer's we create a work environment where we receive recognition for our accomplishments.

Herzberg's Two Factor Theory  
[image: ]
Yusoff et al. (2013) suggests that individuals are most motivated between two types of factors that influence job satisfaction. Intrinsic and extrinsic. Intrinsic motivation comes from within the individual and includes factors such as achievement, recognition, responsibility, opportunities and finding enjoyment of the work itself. Whereas extrinsic motivation is driven by external factors, such as salary, bonuses, working conditions and relationships with colleagues.
Strengths Herzberg's theory acknowledges that satisfaction and dissatisfaction are influenced by different factors, it promotes job enrichment and focuses on achievement and personal growth. 
This model provides a clear framework to improve employee satisfaction it addresses the difference between hygiene (which prevent dissatisfaction). Motivators (which encourage satisfaction).
Weaknesses This model underplays the importance of extrinsic factors in employee motivation. Its cultural bias limits its equalness across different cultural settings.

How motivation impacts performance
Motivation is what impacts performance as it encourages individuals to set challenging goals, this boosts performance, and they take pride in their work this leads to higher quality and results in job satisfaction.
Intrinsic motivation, groomers genuinely enjoy working with animals as we like to take pride in our work and often perform better with praise. 
Extrinsic motivation, bonuses or commission-based pay, these encourage groomers to upsell services or go that extra mile and make sure their grooms are of top quality to get the rewards.

[bookmark: _Toc57710533][bookmark: _Toc480455883][bookmark: _Toc832952275]8. Conflict in the workplace and how to resolve it
Conflicts are common in the workplace, often due to misunderstandings, it's important to stay calm and professional, as reacting emotionally can escalate the situation. it's essential to keeping the workplace positive for everyone. If conflict arises, I aim to listen first, avoid interrupting, use respectful language and maintain a positive tone, this shows empathy and will build trust. For example, I might say, “I understand your upset let's try and find a way to resolve this together” I would also check in afterwards on the individuals involved.
I experienced a workplace conflict when a client became unhappy with a grooming service. She felt her instructions weren't followed. Instead of becoming defensive I calmly said “I'm sorry that you're not happy with the groom. I understand how important your dog is to you. How can I improve this for you?” I offered a free re-groom and listened closely as she explained her expectations. I maintained good eye contact and used a calm tone, this showed empathy and let the client know that I care, I made good eye contact, and used a calm tone, and avoided interrupting her, by doing this and offering to correct the groom showed professionalism. I followed up by a formal phone call to ensure she was satisfied. 
I applied the CLEAR model- Clarity, Listen, Empathise, Ask, and Resolve. This helped resolve the issue successfully. In future, I would ask clients to provide written instructions or step by step guild to avoid similar misunderstandings. 

[bookmark: _Toc577568315]9. Self-evaluation and feedback and personal development plan
I've developed a personal development plan (see Appendix A) to improve my communication skills, based on feedback from a questionnaire completed by friends and colleagues (see Appendix B).
Having reflected on this my weaknesses include low confidence when speaking in groups, inconsistent written communication, and a lack of awareness with my body language and non-verbal cues such as facial expressions. My strengths include empathy and openness to feedback and strong one-to-one engagement. 
Having done the communication style questionnaire, I have realised I'm a passive communicator as I will try to avoid conflict, also I need to speck up to avoid being overlooked or taken for granted. 
Moving forward I will address this I will focus on developing my active listening, body language and tone in both written and verbal communication. I've used SMART objectives, I will track my progress and adjust my approach as needed, this will help me build and overcome my challenges and develop into more confident person. 

[bookmark: _Toc1326670407][bookmark: _Toc1172651675][bookmark: _Toc500302647]10. Conclusion
This report explored areas of communication and motivation relevant to management, including Shannon and Weaver and Berlo (SMCR) communication model, which highlights its importance of a clear message, but lacks feedback, whereas Basic communication cycle, and Schramm model highlights the value of a continuous two-way process, which is essential for relationships and building trust. 
I also explored motivation theories like Maslow's Hierarchy of Needs, Herzberg's Two-Factor Theory, MacGregor's Theory X Theory Y and McClelland's Three Needs Theory these theories offer valuable insights into what drives employee performance and satisfaction.
This report also looked at the importance of formality, tone, conflict and communication barriers in effective management communication.
 Through this report I have been encouraged to reflect on my own communication styles, particularly in improving my confidence, active listening, body language, tone, and inconsistent written communication.
Motivation theories like Maslow's Hierarchy of Needs, Herzberg's Two-Factor Theory, MacGregor's Theory X Theory Y and McClelland's Three Needs Theory offer valuable insights into what drives employee performance and satisfaction.
Overall, this report demonstrates that effective communication and motivation are closely linked. These findings matter in a real workplace practice as it builds trust
between managers and employees, it reduces conflict and misunderstanding, and helps maintain positive relationships, and allows managers to understand the individual needs and adjust their approach and boost morale which will lead to increase productivity and reduce staff turnover. 
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[bookmark: _Toc2048067276]Appendices A - Personal Development Plan
	   Area
	Goal
	Specific actions to take
	Support and resources to achieve it
	Relevant
	Time frame to achieve it

	Active 
listening
	Improve my listening skills when taking instructions from clients and work colleagues, be a more attentive and responsive listener
	Practice confirming client's requests, take notes if needed, and maintain good eye contact, ask questions
	Ask colleagues for feedback and use guidelines to help, attend workshops in Communcation skills, read books on how to improve communication and active listening
	Ensures accurate communication, improves active listening
	2 months

	Non-Verbal
Skills
	Improve my eye contact, facial expressions and posture during interactions
	Practice my posture and facial expressions in front of a mirror maintain good eye contact, smile and stay calm, and observe client's reactions
	Watch professional videos, attend seminars, and observe colleagues
	Builds trust and gains a positive impression 
	1 month


	 Writing communication skills
	Improve grammar and structure when sending emails or appointment messages
	Attend writing workshops, practise writing formally, use writing tools (e.g., Grammarly), proofread notes, use a check list on reports 
	Seek writing support from tutors, feedback from colleagues and friends, keep a journal of my progress
	Ensures clear written communication and clear records 
	3 months

	Confidence
	become more confident while speaking to client, to be more confident to speak out in group discussions 
	Practice public speaking, prepare for common conversations, celebrate small achievements
	Feedback from colleagues, attend customer service sessions and communication skills workshops
	Creates trust and assertiveness with clients
	2 months

	Body language
and tone
	Develop a calm clear tone of voice, keep strong body language when speaking in groups or with clients
	Practice speaking clearly with a good tone, and use effective body language, record and review myself
	Gather client feedback, review recordings, watch online tutorial, and practice with friends
	Creates a calm and professional working environment
	3 months

	Difficult conversations
	To handle sensitive or challenging conversations with colleagues and clients professionally 
	Learn techniques, use calm and clear explanations, read books or journals on using professionalism in the workplace
	Using role play scenarios, and attend relevant training sessions and meetings 
	Builds a professional reputation and improves client satisfaction
	3 months














[bookmark: _Toc1825284685][bookmark: _Toc1897759245][bookmark: _Toc1526374052]Appendices B - Communication Questionnaire 

I am using this questionnaire to get feedback for my assignment, and to see how others rate my communication skills, so I can improve on this for the future. Could you give me honest feedback and how I can improve this.

1.What is good communication? 
    Your answer
2.What is poor communication? 
    Your answer

Please rate the following based on your experience knowing and working with me.
1= Poor, 2 =Fair, 3= Good, 4= very good, 5= Excellent

3. How would you rate my verbal communication?
     Your answer: 
4. How would you rate my written communication?
     Your answer: 
5.How would you rate my body language      
    Your answer:
6.How would you rate my tone?
    Your answer:
7. How confident to you think I am?
     Your answer:
8.How would you describe how I communicate overall?
       Your answer:
9.How could I improve this?
     Your answer:
10. Have you experienced communication challenges with me?
 If so, please explain them?
     Your answer:

Thank you for taking the time to complete this, your honest feedback will help me to improve my communication skills.
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