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[bookmark: _Toc1545466454]Introduction
Surani Hayre-Kwan et al., (2021) describes Communication as the process of exchanging information between individuals or groups through verbal, non-verbal, or written means. It involves a sender, a message, a medium, and a receiver. Effective communication is both a skill and a process that requires clarity, active listening, and mutual understanding.
This review will examine workplace communication, identify factors that can negatively affect communication, and explore strategies to overcome these barriers. The review will also explore the communication styles and models commonly used in management communication. The review will provide a theoretical overview of key communication models, including the Basic Communication Cycle, Shannon and Weaver, Schramm, and Berlo’s SMCR model, and will evaluate the strengths and limitations of each. The review will also explore key workplace communication practices, examining both formal and informal forms of communication.
A key focus of this review is the link between communication and employee motivational theories such as Malow’s Hierarchy of Needs, Mccelland's Theory of Needs, Herzberg’s Two-Factor Theory and McGregor’s Theory X and theory Y. These models will then be applied to my workplace experiences to explore how motivation influences communication, performance and morale in a professional work setting.
Additionally, the review will evaluate key influences on workplace performance and propose strategies for managing workplace conflict to resolve disputes to create a positive work environment. The review will include a personal reflection, and a questionnaire created for the purposed of improving my communication skills to create a Personal Development Plan. This can be seen in Appendix A.
Finally, the conclusion will summarise the main findings and emphasise the importance of connecting communication strategies with motivational theories. 
[bookmark: _Toc1280777834]Conceptual Framework of Communication
The following outlines four communication style models commonly applied in Management Communication, along with a summary of the pros and cons of each. 
[bookmark: _Toc1386891794]Basic Communication Cycle
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Advantages 
Goodman, (2012) explains that this simple circular model offers a clear process for interpersonal communication, helping individuals to understand and improve their interactions. The cycle demonstrates the importance of active listening and responsiveness ensuring that messages are accurately read and understood. The use of non-verbal cues such a body language and facial expressions, highlights the importance of the depth and clarity of communication.   
Limitations 
Goodman, (2012) argues that the model reduces the complexity of human communication to the linear process, neglecting real life interactions and not accounting for the cultural differences that could affect communication leading to misunderstandings. Davis et al., (2008) states that this model assumes that feedback is always clear and constructive, which may not always be the case leading to misinterpretations negatively affecting the communication process. 
[bookmark: _Toc1635044703]Shannon and Weaver
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 Advantages 
Al-Fedaghi, (2012) explains that this model has five main components including sender, encoder, decoder and receiver, offering a clear, linear structure for understanding how information is transmitted. A key advantage to this this model is that it was one of the first to incorporate the concept of interference or noise as a disruptive element, highlighting potential barriers in communication. Magnussen & Boyle, (1995) explains that this complex model applies to mass and broad communication and served as a starting point for more interactive and complex communication.   
Limitations 
Tiainen et al., (2007) infers that the model does not consider the contextual factors that influence communication. Elements such as the relationship between the sender and receiver, not considering cultural backgrounds, and the situational context play a crucial role in shaping the meaning and interpretation of messages. Lang, (2003) states that a limitation of this model is, due to its linear structure it presents over simplistic views of communication and does not accurately reflect the interactive process in which individuals exchange messages, provide feedback and construct meaning in real life situations.  

[bookmark: _Toc124182170]Schramm
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Advantages 
Schramm, (1954) states that a key advantage for this circular model, highlights the importance of the sender and receiver’s field of experience. Taking into consideration the individuals background, culture and prior knowledge adding depth to understanding how miscommunication can occur. Moving beyond technical aspects and incorporating human behaviour making it more suitable for a wide range of professional industries. Schramm et al., (1959) explains that this model introduces the concept of feedback, transforming communication into a two-way interactive process making the model more reflective of real world interpersonal and organisational communication. 
Limitations 
Servaes & Lie, (2013) argues that while this model is more advanced than linear models, it still does not account for complex dynamics, power relations or consider any emotional factors in communication and assumes that effective communication occurs in both parties when misinterpretations often arise even among people with similar backgrounds. Kaarle Nordenstreng, (1968) states that compared to the Shannon and Weaver model, Schramm gives less attention to the external or internal factors that interfere with message transmission affecting effective communication and understanding. 

[bookmark: _Toc29712871]Berlo (SMCR)
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Advantages 
Berlo, (1977) a linear, complex model, providing a structured and detailed explanation of the communication process allowing for a deeper understanding of where communication may succeed or fail. Due to its focus on skills, knowledge and attitudes this model is practical for management purposes including training, team communication and leadership. Stead, (1972) 
Limitations 
Bostrom, (1968) argues that this model has no emphasis on feedback which is a major limitation and does not account for interference or noise which are important in understanding why communication breaks down. Muyanga, Christabel C, (2021) also argues that another limitation for this model is that it assumes that both the sender and receiver share similar attituded and communication skills, which is often not the case in today's diverse working world. Hall et al., (2014) explains that gaining an understanding of communication models is crucial for formulating effective communication strategies, especially within management settings. These models provide systematic frameworks that clarify the processes through which information is conveyed, received and interpreted among colleagues and managers within the workplace. 
[bookmark: _Toc1366145826]Workplace Communication Practices
Schramm’s model of communication is the model that is most suited and used in my daily role as a community support worker supporting adults with learning difficulties. Schramm’s model of communication allows feedback and involves actively listening, interpreting individual responses and adjusting my communication style to meet individual’s needs. This is important when building trust, encouraging participation and supporting autonomy amongst service users.  However, many of the service users rely on nonverbal forms of communication and this model does not specifically address the importance of non-verbal cues and body language which are essential in support work. Some individuals that I support have difficulty in expressing themselves verbally, so feedback comes in the form of facial expressions, gestures or change in behaviour and all must be interpreted and responded to appropriately.
Forms and Methods of Communication

Matias & Cardoso, (2019) explains that there are various communication types consisting of formal and informal communication. Formal communication is an official method of exchanging information and operates within a framework of rules and procedure and is often recorded and documented. Examples of this include emails, meeting minutes, reports and performance reviews. The focus of formal communication is to ensure that clear, accurate and consistent information is recorded and helps to prevent misunderstandings and ensures that responsibilities and expectations are defined and followed. In contrast, informal communication refers to the casual exchange of information between colleagues such as conversations taking place during breaks, text messages or informal discussions. Informal communication in the workplace is important to build relationships, to encourage team collaboration and to share feedback and ideas. 
The table below outlines the various types of communication, providing the definitions for each along with their respective advantages and disadvantages. Tkalac Verčič et al., (2012) 
	Type of Communication 
	Meaning 
	Advantages 
	Disadvantages 

	Verbal 
	The use of spoken words to convey messages. 
	Clear and direct. Immediate feedback and clarity. 
	Misinterpretation can occur if tone or words are not clear. 

	Non-Verbal 
	Body language, facial expressions, gestures and tone. 
	Includes emotional context, helps convey feelings and attitude. 
	Can be misunderstood especially across cultures. 

	Written 
	Use of written words in emails, reports, letters or text messages. 
	Provides a record, can be reviewed and referenced. 
	Lacks feedback 
Tone can be misinterpreted. 

	Visual 
	Use of images, symbols, charts and videos to convey information. 
	Increases understanding. 
Effective for data or understanding. 
	Not always accessible to all. 


 
Detailed in the table above are the definitions of communication types and the advantages and limitations to each style. Bennett, (1998) explains that choosing the correct method of communication for your audience and setting is important to ensure that messages are clear and understood. Individuals have different needs and what works for one group might not work for another. Adapting communication to fit the audience and situation helps to avoid confusion, improves engagement and supports better relationships. 
In my workplace, multiple forms of communication including formal and informal are used daily. When communicating with service users, simple and clear verbal communication is vital, speaking slowly and avoiding large words helps to ensure understanding. Non-verbal communication is also used in the form of body language, facial expression and eye contact and play a big role in reinforcing messages and showing empathy. Active listening is important and allowing time for service users to respond, encouraging questions and observing their reactions ensures communication is understood. Other forms of communication are used when liaising with colleagues and management. Formal communication is used when corresponding with social workers and external agencies via email, as well as through meeting minutes recorded during our month staff meetings held on teams. 
[bookmark: _Toc1941568076]Challenges to Effective Communication
Button & Fabio Rossera, (1990) and Isman & Fahriye Altınay, (2005) explain that there are various barriers that can negatively affect communication. Detailed in the table below are potential barriers to communication, what they mean and how to overcome them. 
 
	Communication Barriers 
	Meaning and how to overcome them 

	Language 
	· Difference in language, vocabulary or use technical language. 
· Use simple language, avoiding jargon, providing translation or interpreters when necessary. 

	Cultural 
	· Difference in values, beliefs and communication styles. 
· Increase cultural awareness, show respect and adapt communication styles accordingly. 

	Emotional 
	· Personal feelings, stress, anger and anxiety. 
· Active listening, practicing empathy and creating supportive environments. 

	Physical 
	· Factors such as noise, distance or physical disabilities. 
· Minimise distractions, ensuring accessible environments and using active devices if needed. 

	Physiological 
	· Factors such as hearing loss, speech difficulties or fatigue. 
· Using assistive tools, allowing breaks and employing alternative communication methods 

	Technological 
	· Issues with communication tools such as poor internet, lack of access or software difficulties. 
· Providing training, ensuring reliable technology is used and having back up communication methods. 
 

	Semantic 
	· Misinterpretation caused by differences in meaning or understanding of words. 
· Avoid confusing language and confirming understanding through feedback. 



The table above details potential barriers to communication, the meaning of each and how to overcome them. Button & Fabio Roseras, (1990) states that understanding communication barriers is essential in the workplace because these obstacles affect how messages are delivered, received and interpreted. If communication is unclear or misunderstood, it can lead to mistakes being made, reduced productivity and conflict amongst colleagues. Overcoming these barriers promotes a supportive and productive work environment. 
While supporting adults with learning disabilities, I have faced language and semantic barriers with service users who have difficulty interpreting instructions. To overcome this obstacle, I adapt my tone and use clear and simple language. Providing information in a way that suits the individuals level of understanding, improving daily communication and supports person centred care which is an essential aspect of support work. 
LaPlante & Nalini Ambady, (2002) explains that Formality and tone are key elements of communication that shape how a message is delivered and received. They influence the clarity, effectiveness and emotional impact of what we say and do.  Effective communication in the workplace requires adapting both formality and tone.  The correct use of formality and tone in the workplace to ensure that communication is effective. In my role, adapting formality and tone is vital when engaging with extremal services and then service users with learning disabilities. When liaising with social services a formal tone ensures clear and professional communication. My tone then needs to be adapted when interacting with service users with learning difficulties, a patient and empathetic tone is essential to build trust to provide the support they need. The table found in Appendix C compares formal and informal communication settings, using appropriate tone in each highlighting the importance of applying the correct style.
[bookmark: _Toc1552125637]Key Influences on Employee Performance and Motivation
Salvation, (2019) states that motivation plays a key role in influencing employee behaviour, performance and job satisfaction. In the workplace it is important to understand what drives an induvial and can help improve morale, productivity and teamwork. This section will briefly examine the four key theories of motivation in the table below. 

	Theory of Motivation
	Key Elements
	Strengths
	Limitations
	Best Applied In	

	Maslow’s Hierarchy of Needs
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	Benson & Dundis, (2003) – 
Based on five levels of human needs as show in the diagram. Motivation comes from fulfilling the needs starting from the bottom.
	Widely understood.
Easy to apply.
Encourages holistic views.
Highlights the importance of non-financial motivators.
	Individual’s may pursue higher needs without the lower needs not fully met.
Lacks scientific validation.
Culture dependant
	HR Management.
Education.
Health care.
Social worker.

	McClelland’s Three Needs Theory
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	Rybnicek et al., (2017) – 
Three factor theory based on:
Need for Affiliation
Need for Power
Need for Achievement.
Individuals develop these needs based on experiences.

	Supports individualised motivation strategies.
Effective in leadership and training decisions.
Supported by psychological testing.

	Complex.
Does not consider basic or external needs.
Assumes needs are stable, which may not always be the case.
	Sales
Customer Service
HR
Politics
Management

	Herzberg’s Two-Factor Theory
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	Yusoff et al., (2013) – Based on two key factors:
Motivators
Hygiene. Motivation is achieved by job satisfaction. Focuses on
improving the job itself, not just the rewards.

	Separates 
causes of satisfaction and dissatisfaction.
Encourages investment in meaningful work.
Simplistic.
	Based on a limited study of the population
Not all employees respond the same way.
Overlap in motivators and hygiene factors.
	Technical and professional roles.
Admin
Support jobs

	McGregor’s Theory X and Theory Y


[image: A diagram of a model of motivation

AI-generated content may be incorrect.]
	Mcgregor, (2015) – presents two contrasting perspectives on behaviour and motivation:
Theory X -assumes employees avoid responsibility and dislike working.
Theory Y – assumes employees enjoy work and take on responsibilities.
	Supports modern leadership styles.
Encourages reflection.
Boosts internal motivation.
Highlights assumption.
	Oversimplified. 
Employees may have traits of both X and Y.
Does not consider external factors.
Stereotyping.
	Team building.
Leadership.
Management.




The table above details the key elements, strengths, limitations and what roles the motivation theories are best applied to.
In my current role supporting adults with learning difficulties in all areas from assisting with personal care to emotional support, Maslow’s Hierarchy of Needs is mostly used.  Meeting each level of needs with service users builds trust, boosts morale and encourages greater independence and participation. Maslow’s theory also applies to staff motivation and communication, ensuring that when colleagues feel safe, respected and valued, the team is more productive and positive. Stefan et al., (2020) states that if colleagues are stuck on a lower level, moral drops and communication breaks down so encouraging sense of belonging amongst staff through teamwork and support improves workplace culture and reduces conflict. In my role a motivated support worker is proactive, patient and creative in their approach whereas a support worker who feels unheard or underappreciated may become demotivated, impacting the quality of care and team morale.
[bookmark: _Toc1093656660]Strategies for Managing Workplace Conflicts
Katz & Flynn, (2013) suggests that workplace conflict is often unavoidable, but with clear communication, empathy and adopting the use of the CLEAR model, conflict can be resolved productively. The Clear model consists of Clarifying, Listening, Expressing, Agreeing, Reviewing and Reflecting on the experience to allow resolution to conflict between colleagues. Tone and wording are important to consider in situations of conflict. Explains it is more effective to use the term “I feel” opposed to “You did” when engaging in situations of conflict as it helps to reduce defensiveness and encourages empathy promoting constructive conversations to resolve conflict.
Poor communication and unclear roles and responsibilities can cause conflict in the workplace. Hoel et al., (2006) argues that the two primary causes of workplace conflict are personal conflict arising from differing personalities and professional conflicts stemming from work related issues. Addressing conflict is crucial because unresolved conflicts can lead to breakdowns in communication and low morale.
During my role as a support worker, I witnessed a colleague responding in a cold and dismissive manner to a service user who was visibly upset and crying. Instead of offering comfort and reassurance, my colleague abruptly told the service user to stop crying and to control her emotions. I reacted inappropriately by raising my voice at my colleague resulting in a situation of conflict and management having to intervene.
Upon reflection, the CLEAR model ensures that communication is respectful and productive when dealing with emotions and conflict. Using the CLEAR model in this situation would have resulted in a productive outcome:
C – “I would like to talk about why you spoke to the service user in the manner that you did. I became upset and raised my voice, and I realise that wasn’t helpful. I would like us to discuss the issue so that we ca n avoid this happening again.”
L – Active listening, open body language and summarise to show understanding.
E – “what could we do next time to keep things calm to ensure the service user feels respected?”
A – Lets agree that if either of us is concerned about how someone is being treated, we will talk privately first.”
R – “Do you think we have both handled issues in a better manner?”
I will implement this method going forward to overcome workplace conflict.
[bookmark: _Toc342499038]Reflective Assessment of Personal Communication Skills and Personal Development Plan
As part of my self-evaluation, I used Microsoft Forms to design a communication questionnaire that was completed by friends and colleagues. This gave me insight into how my personal and professional communication skills are viewed by others. The feedback has allowed me to identify both strengths and areas for improvement.
The results show that my verbal communication appears to be a strength and is overall clear and effective, however the following aspects of my communication need improvement:
· Tone and body Language 
· Active Listening
· Written Communication
By reflecting on the findings, I will create a Personal Development Plan using the SMART technique to enhance my communication skills in both personal and professional settings. This can be found in Appendix A.
 The PDP will outline the key areas I aim to improve in relation to my communication skills, focusing on tone and body language, active listening, and written communication. The plan includes specific actions, resources, measurements of progress, and a realistic timeframe to support my ongoing professional development.
[bookmark: _Toc1445562214]Conclusion
This review examined The Basic Communication Cycle, Shannon and Weaver, Schramm and Berlo’s SCMR models of communication, highlighting how each model offers a structured approach to understanding the communication process. However, each model appears to have limitations, but each supports the development of clear and adaptative communication strategies in the workplace.  The review also examined formal and informal methods of communication and how the different forms can affect the understanding and engagement with colleagues. 
The review examined motivational theories such as Maslow’s Hierarchy of Needs, McClelland’s Theory of Needs, Herzbergs Two-Factor Theory and McGregor’s Theory X and Theory Y and illustrates a strong links between motivational theories and effective communication. Each section has related to my personal experience in my role supporting adults with learning difficulties. When these theories are applied in my role it leads to team collaboration and improves working environments. Barriers to communication were also explored along with strategies to overcome them. Overcoming barriers to communication is essential to understand how information is shared, understood and acted on. Using the CLEAR model allowed me to understand the importance of reflective, respectful resolution to conflict maintaining a positive working environment.
A personal reflection through a self-assessment questionnaire provided me with insight into the areas of development needed in my own communication. As a result, a SMART based PDP was developed to strengthen my communication skills.
In conclusion, there is a strong connection between effective communication, motivation and personal development in the workplace. Effective communication and motivation are key for professional development and when all three are developed together the help create a positive and productive workplace.
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Appendix A – Personal Development Plan

	Area for Improvement
	Actions Needed
	Resources Needed
	Measurement of Progress
	Timeframe

	Tone and Body Language
	Practice using calm and respectful tone in conversations with friends and colleagues,

Practice use of open body language i.e. gestures and eye contact
	Read “ What Every BODY is saying” by Joe Navarro.

Practice in front of a mirror or recording myself to observe facial expressions and gestures.


	Request feedback during supervision.

Assess the improvement in facial expressions and body language in recorded videos of myself.
	30th July 2025

	 Active Listening
	Focus on the speaker without interrupting.
Paraphrase and summarise to confirm understanding
	Read “The Lost Art of listening” by Michael P. Nicolas.
Listen to Ted Talks podcast
podcast – “5 ways of listening.

	Request peer feedback.
Personal reflection using reflective journals
	30th August 2025

	Written Communication
	Review and proofread reports and emails.

Use Clear, professional language.

	Use Grammarly to help improve grammar, tone etc.

Complete online course on FutureLearn and Coursea to improve structure of written communication.

	Ask for regular feedback from colleagues on tone and structure of emails.

Self-assessment checklist to review my own writing.
	December 19th, 2025, 
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[bookmark: _Toc1431016492]Appendix C – Formality and Tone Table
	Setting
	Formality
	Tone Used
	Why it is Important

	Causal conversation with a colleague
	Informal
	Friendly 
Relaxed
	Builds report and strengthens working relationships

	Teem Meeting with Manager
	Formal
	Clear
Respectful Professional
	Shows professionalism and avoids misunderstandings

	Writing a Report
	Formal
	Factual
Objective
Factual
	Ensures accountability and professionalism in an official document.

	Sending a text to a colleague
	Informal
	Brief
Friendly
	Support collaboration and encourages informal peer support.

	Disciplinary Meeting
	Formal
	Calm
Respectful
	Maintains fairness and supports a sensitive approach to sensitive issues.



LaPlante & Nalini Ambady, (2002)
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