BMSK4013 Management communication
Introduction
 The definition of communication in more basic terms is the act of transferring information from one person to another, however its crucial to understand that communication is only successful if the receiver understands the message. There are also many types of communication methods I’d like to share, for example-

•	written- The written communication refers to the process of conveying a message through the written symbols. In other words, any message exchanged between two or more people that make use of written words is called as written communication.
•	verbal- The verbal communication is a type of oral communication wherein the message is transmitted through spoken words. Here the sender gives words to his feelings, thoughts, ideas, and opinions and expresses them in the form of speeches, discussions, presentations and conversations.
•	nonverbal -The non-verbal communication is the process of conveying meaning without the use of words either in written or spoken. In other words, any communication made between two or more people through the use of facial expressions, hand movements, body language, postures, gestures are called as non-verbal communication.
•	email- The process of an email to transmit information via technology quick and simple. An email is a verbal process that is used to process information, feelings, conversations all in the form of technology.
•	letter-letter is form of communication built up with thoughts, ideas and feelings, formed through the process of words typed or printed. 
•	zoom calls-zoom calls are technical way of communicating. Users can connect via phone, audio, and chat. In recent times zoom calls are used more frequently for companies to connect with employees who choose to work remotely  
•	presentations -the act of giving or showing something, or the way in which something is given or shown. Talk to a group in which information about new product, plan is presented.
The purpose of communication is to help us get through our daily lives, helps us build relationships/friendships to succeed in reaching our goals in life. Communication is all around us from the moment we wake up. during our working hours communication also allows us to complete tasks and particular jobs quicker and more efficient which in turn makes us and the company, more professional.    reference -HTTPS://www.cip.org.uk/resources/news/the-importance-of-communication.html

The next area of communication I’d like to cover would be a key area, barriers to communication. we as people on a daily basis encounter a variety of communication barriers through many walks of life, here are some examples and explanations of barriers to communication that we could experience daily.

	cultural barriers- cultural barriers normally occur if you don’t understand the groups behaviour patterns, which Highers the chance of doing something its group personal are frown upon.
•	language barrier-language communication is one key barrier to overcome to have an effective outcome in work /life as the words we use can be unfamiliar with other members of your group, that includes expressions, slang, buzzwords.
•	emotional barriers-emotional barriers can simply be negative energy we pick up about certain people, places and past situations. emotions of fear and mistrust the main aspect to why effective interaction is prevented. 
[bookmark: _Hlk131887250]•	physical barriers-when messages are sent by the encoder physical barriers like distance, doors, walls do not let the communication become effective-refrence-businesstopia.net
•	perceptual barriers-In simple terms perceptual barriers are mental blocks we create due to the way people perceives us or situations around us. for example, the encoder could be coming across as dismissive or sarcastic, as a result the receiving end isn’t going to fully understand. ref-refrence.com

RELEVANCE OF COMMUNICATION CYCLE

The relevance of the communication cycle for effective communication in management is that it can create a stronger team bound in the workforce when staff can communicate together and offer other ideas and points of views. 
· Sender-The sender is the person who initiates the communication.
· Encoding-Encoding is very similar to the encoder where the person is involved in getting the message across 
· Channel-The channel can simply be described as how you get the message across, could be phone calls, text, emails.
· Decoding-An example of the decoder would be the receiver understanding and responding to the message. 
· Receiver -receiver very similar to the decoder would be the person understanding and receiving the message. 
Communication
The model of communication I’ve chosen to demonstrate is an interactive communication model (wilbur sham 1954) which represents a communication style were both communicators share the same message. Also adds a level of feedback from the listener so that two (as opposed to one) linear channels are in operation. An example of how this model can impact the workplace would be an appraisal, when a member staff is deserved of praise this model shows the receiver can respond to the message of appraisal in an interactive way. The need for clear aim of communication in my work force would be due to it being (TELESALES ENVIROMENT) it is important for staff to take on board messages and information(DAILY). In relation to messages, and the delivery of a message, it is important to remember the timing is key when encoding a message or feedback. In my work force and life in general there is good days and bad days, certainly on bad days at work the timing on giving feedback or   constructive criticism would be better the morning after. Instant criticism can cause negativity. Also selecting the correct tone and language is crucial as staff may perceive you differently.


The Wilbur sham interactive model allows me to discover that the receiver has received the message, decoded it and understood. Encoding plays a very important role because it initiates the process of communication by converting the thought into content.
The consequences of the sender not checking if the message has been received correctly in my workforce could be vital to the business, as the receiver may not have taken on board the information you have given that must be said to potential customers (over the Telephone) [image: Marketing Communication Models]

The importance of selecting the correct tone, language and formality in management is key to any productive organization. being perceived by the team/group with the wrong negative intentions can be very challenging for teams or staff to reach work goals and targets.
 Tone - Tone is just one small component of communication it should never be underestimated. Improving your tone can help create positive work environment. majority of the time people struggle to manage their tone and can play a huge part in productivity.
 Language- The importance of selecting the correct language in management can be a daily occurrence in organizations and has its own barrier that any manager would need to overcome. Also, common language can massively improve staff ability to collaborate. 
 Formality-Formality is whether it is formal or informal. Formal would be a meeting room, agenda, chairperson. Informal could be in the canteen with no agenda. Formality in management can be defined as the degree to which low level employees have participated in important decision making and have been given balanced responsibility and authority to complete tasks.        

formal meeting -Formal meetings would require the correct tone and language due to managers using formal meetings for appraisals and for constructive criticism, tone and language would play a huge part as employees need to perceive you in the correct manner. Tone needs to be pitched so everyone can hear, no mumbling. Language will be formal, precise with no jargon or abbreviations. Location should be set beforehand in a meeting room where there won’t be any potential disturbance. The meeting should have a clear timescale and an agenda that has been sent to employees beforehand.
job interview-Also with job interviews tone and language also play is massive part. potential employees can be put off taking the job if received the wrong tone or language. Tone and language can be defined is a key component to how a job applicant perceives you. Tone is the sound and expression of what we are saying and the language we choose is key to being understood.
E mails -Communication via email needs a level of language so the receiver receives and understands the information being sent. I acknowledge that emails may have a different tone and language depending on who is writing them and who’s it being sent to. External to customers and suppliers they will be formal, clear and professional. Some internal e-mails could be direct and use jargon and abbreviations whilst some will be more friendly in tone, relaxed language and grammar may not be so precise.
Letters
Letters can be internal and external as you can send letters to any employee, and you can send them to anyone outside the workforce. Language tends to be formal and tone professional. Letters to workforce could include result of disciplinary, request for sick paper as a letter would be formal. Externally letters would be professional and formal.


From the methods I’ve selected above, the main method that appears in my workplace would be a formal meeting when employees either receive constructive criticism or appraisal. Along with selecting the correct tone and language it’s very important to conduct formal meetings in the correct area. constructive critic to an employee Infront of the members of the organizations can be damaging for the company and the employee’s mental wellbeing.

Verbal- Formal Meetings
	
	Advised/suggested
	Actual evidence in workplace
	Comments

	Tone
	Tone should be pitched so all should hear.
Attempts made to reduce noise 
	Formal meeting would be the evidence for my workplace. on a daily a morning meeting will be conducted. Making the daily targets clear to all staff is key. Tone is made clear so all can hear. Also, a meeting is being held in a meeting room to reduce disturbance.
	The correct tone gets used very well at my workforce and the meetings are effective.

	Language
	Professional language, no jargon or abbreviations
	In my workplace formal meeting would show a direct approach with the utmost professionalism with no slang or jargon with it being a formal meeting 
	The result from showing the correct language in my workforce would be a productive day with no interruptions due to staff understanding the formal meeting in the morning.

	Formality
	Formal meeting would be in a meeting room with a clear aim and professionalism.
	Examples of formal and informal meetings in my workplace. Member of staff needing support or advice how to improve would be more formal. With staff getting identified for good work would be informal.
	Commenting on this I believe this is good for productivity and sustainable for future going forward.



Non- Verbal- Email
	
	Advised/ Suggested
	Actual evidence in workplace
	Comments

	Tone
	Internal team- friendly, may be slang, less formality. External formal, professional
	Internal team treated formally with slang and banter. External team with professional 
	From this you will have a happier and more productive team.

	Language
	The advised language would be the email would be a clear professional aim.
	The evidence would be making it clear for staff to receive emails regarding pay.
	The result of this would be showing giving staff clarity on something that’s important to them.

	Formality
	Internal to a team is informal. Internal to other departments or external is formal.
	In my workforce external professional letters will be sent to customers an informal letter will be sent to staff regarding pay.
	This gives evidence of structure and clear to aim to staff and customers.



Motivation

[bookmark: _Hlk131887159]The simple way for me to define motivation is that it’s influenced by the need for growth and sustaining life. Motivation is a condition inside us that desires a change. It’s also needed in most aspects of life, including management, here are theory’s relating to Motivation in management that are important in my workplace -reference-positivepsychology.com.
 Maslow’s theory addresses the importance to make sure the lower needs are addressed before focusing on higher level needs. An example of this theory effects my workplace when certain individuals in our team using psychological motivation techniques to effectively direct employees towards organizational Targets. When targets are met ultimately the organization profits and staff earn more money.
[image: Applying Maslow's Hierarchy of Needs to Documentation | MongoDB]
 Hertzberg- Hertzberg theory presents a two-factor theory, understanding that factors which demotivate can often be related to matters other than the work itself. This theory presents 2 side point view. Employees that are satisfied and are nice to have, and employees that are motivated to increase their performance. how this theory is important in my workplace is every employee has different motivations a manager’s job is to use psychological techniques to identify the best motive for that individual.
 McClelland- McClelland theory shows that every individual has one of 3 motivators: the needs for achievement, affiliation or power. employees will have one of these 3 motivators and managers need to know which one to use this as a driver to motivate for best performance.

 Mc Gregor- keep tabs on employee behavior and work patterns, for those who rather play on their phones than take calls with customers, impose top-down expectations and consequences. For those who go the extra mile for customer satisfaction ensure they have proper support on the job and give them recognition they deserve. The impact of the X and Y theory in my workplace would be to identify which members of staff would be (theory x or theory Y) it would be the managers role to identity which staff fit the right theory. For example, you could identify a member of staff who’s happy to fill position for a basic a wage. on the other hand, you may identify employees with ambition to climb the ladder in the organization.

Evaluating Factors that affect performance and motivation in the workplace:
The importance of motivation and performance in workplace is key component to a successful and sustainable organization here are some factors that affect performance and motivation in my workplace.
 salary- In terms of this extrinsic factor (salaried pay), is a main motivator. However, the salary must meet the needs of the employee otherwise it will affect performance. In my workplace employees can supplement their salary with commission and the ability to earn more money will become a bigger factor that will drive performance. This motivates employees to perform well, because they will ultimately benefit.
 Recognition and reward -Not being identified and rewarded for the work you do in any workforce would be damaging. This extrinsic factor is used by Successful organizations with strategic management rewarding staff and acknowledge their efforts with it being within the company’s interest (long term). An example in my workforce (TELESALES), if a member of staff would reach a daily target of 2 sales in one day, no matter what time that target was met they would be free to log off and go home for the day fully paid. of course, the outcome of that recognition from the company would make the member of staff perform the same if not better the day after.
 non-monetary incentives- Incentives that don’t include money are also a key component to success and unity in my work force. making staff feel a part of the furniture is vital to long term success. An example of that would simply be, the group reaching target and being taken for free lunch on a Friday afternoon. The effectiveness for group moral is massive. This most defiantly goes down as an extrinsic technique. 
 Personal life – The impact personal life can have on a workforce can be viewed as negative and a positive. For example, employees suffering health problems, divorce, bereavement or simply going through tough time in their lives can bring a negative impact to work. On the plus side employees who bring good news and positive energy can lift the current team or workforce. The impact can just as important.

McGregor X&Y Theory 
In 1960 McGregor designed theory X and theory Y demonstrating two aspects of human behavior at work or in other words, two different views of individuals (employees)theory X presents a negative point of view of how an employee acts and behaves and shows dislike to responsibilities. On the other hand, theory Y shows a more positive nature and behavior from an employee as it demonstrates staff inherit loyalty and emotion to work and progress and the organization. The theory Y model will show staff are keen to be involved and share ideas and opinions for the interest of the company. going back over Theory X and its negative impact, an average employee needs formal direction and tries to escape whenever possible. An example at my work force would be an employee not showing up for work on a Monday, or simply spending most of the day in the toilet, this ultimately happens due to the member of staff having lack of drive and ambition to succeed and is quite simply going through the motions of the day. If employees often behave in this manner, then the manager will adopt an autocratic management style, there will be lack of trust. If my manager saw this behavior in the office they would control employees tasks more, and keep checking they are on course to meet targets, rather than trusting them to achieve.

Criteria for developing own ability to communicate effectively.

The criteria I’m providing to evaluate my own ability to communicate effectively is a column chart providing evidence from colleagues, friends, family on a scoring system showing us what my communication levels are at where I can improve. I’ve asked 7 people to provide an accurate scoring out of 5 to determine my ability in the key areas of communication. Marks out of 5, 5 being the best score to receive 1 being the lowest. This score chart will indicate to me what are my strengths, what are my weaknesses. I can use this chart to work out what areas I can work on. 
Develop appropriate criteria to evaluate own ability to communicate effectively.
The reason for me choosing these areas of communication is due to them having the biggest impact in my workplace as listening is a key component to taking on board vital information from hierarchy or customers. Body language plays a huge part in making sure employees perceive you in the right way. These areas of communication are areas I am looking to improve based on the criteria I have designed.

Scorer:                                    Joanne -Lee- Lyssa- Myfanwy-Will-Mia- Denise
gesture                                      3             2       4          4                 5      3         3        Totals 24
body language                          2            3        3          3                4      2        3         Totals 20
language                                       2             4         5       4.5            4     4         5          Totals 28.5
tone                                               5             4         5          4                  5    2 3         4          Totals 30
pitch & pace                                2               3         1           3                 2     1         3         Totals 15
Listening skills                              1              3          1             4                3     1        2        Totals 15
empathy & emotional intelligence             5                      4           3                     4.5                    5     3            5            Totals   29.5 


Analyzing the evaluation chart what this shows me that my standard attributes for effective communication would be tone, language and emotional intelligence with highest score being 30. The advantage of using a scoring system would be identifying areas of improvement. With scores of 15 the clear areas I would need to improve on would be listening skills and pitch and pace, considering body language is my next lowest score so looking at ways to improve these skills is important feedback I’ve taken on board. Additional areas that showed strength in the evaluation were gestures and body language which is a key component for effective communication as these areas can affect what group members can perceive over you if you are the wrong gestures and body language. Areas of communication I’d like to improve on is listening skills as the feedback from the evaluation shows weakness. I would overcome this and improve this area is to pay more intention to what group members are saying as well as encoding messages its as much as important to listen what is being said.

	What do I want to learn?
	What do I have to do?
	What support and resources will I need?
	How will I measure success?
	Target date for review

	Pitch & Pace
	Look into research or taking part silently in more meetings, observing.
	Family/friends
Work meetings 
	Test at end of course
	6 months 

	Body language 
	taking part in a course 
	Work colleagues
Work meetings
	Feedback from mentor
	6 months 

	Listening skills 
	Taking part in a course 
	Sitting in a formal meeting

	Feedback from mentor
	6 months 

	Management communications 
	Completing the course 
	Laptop, research, course development
	Course results
	10 weeks’ time
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