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[bookmark: _1ci93xb][bookmark: _Toc167377851]Section 1: Communication

“Communication is transfer of information from one person to another, whether it elicits confidence. But the information transferred must be understandable to the receiver” (Brown, 2019).
Communication is the process of exchanging ideas, thoughts, opinions, knowledge, and data so that the message is received and understood with clarity and purpose. For communication to be effective, it must be clear, correct, complete, concise, and compassionate so that both the sender and receiver feel satisfied. Communication occurs in various forms, which include verbal and non-verbal, written, visual and listening (Staff, 2024.). 
However, communication is not just about sharing information, it serves purposes that are essential to the workplace and personal development. The informative purpose is the primary purpose of communication and is used to inform, to provide information, knowledge, and facts to individuals. It can aid to help someone understand a concept, idea, or situation better. For instance, managers use communication to explain various information to employees, by various methods such as team meetings, discussions, and presentations. Another purpose of communication is the expressive purpose which allows individuals to convey their emotions, thoughts, and feelings to others. It is used to share personal beliefs, opinions, and ideas with colleagues/employees, which will allow individuals to build relationships and promote empathy (Ahsan, 2019).
· [bookmark: _3whwml4][bookmark: _Toc167377852]1.1 Explain the relevance of the communication cycle for effective communication in management 
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(Image taken from BMSK4013 PowerPoint Session 2&3).






The diagram above is a communication cycle which is a model of communication that is used to allow for effective communication. The process of communication refers to the steps and elements that are involved in successful transmission and understanding of a message between a sender and a receiver. The communication process involves continuous feedback and adjustment, and it includes the exchange of information, ideas, opinions, or emotions through various channels or mediums. Effective communication requires consideration of the needs and perspectives of both the sender and receiver, which requires clarity, relevance, and active listening. By understanding this process, individuals and organisations can enhance their ability to convey messages, build relationships, and achieve their communication goals. The first stage of the communication cycle is where the sender has an idea and formulates the message that is going to be sent to the receiver, this is where the individual decides on how they are going to say what they need to say in the appropriate manner. Message sent is the next stage of this cycle, this is where the sender has said the message to the other person considering one of the channels of communications that is seen in the diagram. The next stage is message received, this is where the receiver decodes the message that has been sent and has listened to what has been said. This will now be processed by the receiver, and they will decode the sender’s message by looking at their tone, communication skills, and attitudes within the message. The final stage is feedback, this is where the receiver will be formulating an idea that they want to communicate back to the sender which will show if they have understood and processed the original message. This is an iterative process and will be continuously repeated until a final solution and understanding has been met by both the sender and receiver (Soni, 2023). 
Within the workplace, the communication cycle can be followed to ensure effective communication. For example, a manager can formulate a message to employees that can be shared via email, letter or verbally which can be decoded by the employee who can then listen to the message and formulate a response which determines whether they have understood and processed the message. The only weakness identified with this model of communication is that it has not identified any barriers to communication which can influence the effectiveness of communication. The barriers to communication can include the physical environment, cultural norms, relationship dynamics, and power dynamics between the sender and receiver. 
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(electrical-engineering-portal.com)
The Shannon-Weaver model explains communication in five basic components. The source which produces the original message is the first component, the transmitter translates the message into a signal (sent via a channel). The receiver translates the signal back into the original message and makes it available to the destination. The model considers noise source which considers external noises which affect the messages or signals from external sources. The receiver may not receive the correct message due to this, which effects the communication flow. This model can be criticised as it oversimplifies communication and it seems to be one way communication, it is hard to see the cycle and flow on the communication process which makes it difficult to determine a final solution between sender and receiver. Unlike the communication cycle, the Shannon-Weaver model does not consider the feedback between sender and receiver. This may affect the receiver understanding the message or being unable to inform 
the sender that they have understood what has been received (Communication Theory, 2020).
For communication to be effective, it is important to be clear about the goal intended by using easy-to-understand words and avoiding incomplete sentences. When communicating with the team in the workplace it is essential to provide context by sharing samples and highlighting expectations, whilst encouraging employees to ask questions which minimises errors and maximises productivity. It is important to use the correct body language, facial expressions, and the right tone which ensures respectful communication allowing individuals to work through differences positively. The person who is receiving the message can interpret what you are saying easier when these are considered.
The communication cycle model allows the receiver to respond to the sender through the same or different communication channel. This is important as feedback is an essential component of the communication process, as it provides valuable information to the sender. It helps the sender to determine the effectiveness, understanding, and impact of the message on the receiver. This can be achieved by reading facial expressions, body language and listening to the tone and pace of the receiver, and by asking questions to gauge understanding. Within the workplace it is essential to check whether a message has been understood as an employee can be asked to complete a task which they have not understood correctly and they carry out that task incorrectly or not to the standard that was required then they have obviously not understood what was asked of them in the message and did not clarify with the sender. This is why feedback allows for adjustments, clarifications, and improvement of future communications, ensuring the accuracy and clarity of the message. The communication process provides a platform for individuals to express their thoughts, emotions, and experiences, serving as a method for self-expression which enables individuals to share their perspectives. Through active participation in communication, individuals can refine their communication abilities, become more adaptable, and strengthen their relationships, both personally and professionally (Soni, 2023).
[bookmark: _2bn6wsx][bookmark: _qsh70q]

[bookmark: _Toc167377853]1.2 Explain, with examples, the importance of selecting an appropriate tone, language, and level of formality in management communications       

Effective communication is essential in any workplace, but it is not just about what is said. It is important to be aware of the tone that is used. Tone plays a significant role in how the message is received and can make the difference between successful communication and miscommunication. Miscommunication can occur when the tone is unclear or inconsistent with the intended message. If feedback is being given to an employee using a harsh or condescending tone, then this can cause the employee to feel defensive or demotivated. Approaching the situation with a positive and encouraging tone can motivate employees to improve their performance. It is important to be aware of how your tone can come across and be perceived by others, and to ensure consistency between the words and tone. Ensuring respect, empathy, and understanding is conveyed through the tone of your voice. 
Language is also important when it comes to effective communication, sometimes simplicity can be key. Using overly complex language or jargon can lead to misunderstandings and confusion. Within the workplace, simplifying the language used will make it more accessible to everyone, ensuring that all employees understand what is being communicated regardless of their experience or level of qualification (Conn, 2023). 
Formality in communication refers to the level of structure and officiality in the exchange of information which involves formal and informal communication. Formal communication involves the official exchange of information withing an organization or workplace. It follows predefined channels and protocols and is structured, systematic, and often documented. This type of communication is essential for official reports, announcements, and other important information to be channelled throughout the workplace. 

	Written Communication
	Tone
	Language
	Formality

	E-mails
	Clearly, efficiently & politely.
	Clear & Concise, depending on receiver.
	Depending on receiver.

	Staff handbook
	Professional, clear, and understandable.
	Using correct professional language.
	Follows protocols and policies, structured and formal.

	Posters
	Clear, getting the point across. 
	Correct and clear information to catch readers attention.
	Informal, doesn’t need to follow a structure.



	Verbal Communication
	Tone
	Language
	Formality

	Formal meeting
	Clear, professional, consistent.
	Professional, formal language.
	Structured schedule with set protocols. 

	Job interview
	Clear, professional, concise.
	Professional, formal language.
	Following set structure with pre-determined questions.

	Team meeting
	Clear, polite, positive. 
	Relaxed, flexible, allowing all employees to be involved.
	Open conversation between employees and managers, to allow understanding.


Written communication is simply content and can be interpreted in several ways, assuming that it is read. Emails, staff handbooks, and posters are all effective forms of communication although it can’t always be assumed that individuals will interpret emails the same way as the person who has wrote it and therefore it is important that the sender is very clear about their meaning, using language that can be understood correctly. Staff handbooks and posters are going to be interpreted in the intended way as they contain information which follows protocols and policies.
[bookmark: _1pxezwc][bookmark: _Toc167377854]1.3 Assess the effectiveness of a range of verbal and written communication methods within your area of the organisation

Within the workplace there are various verbal and written communication methods that are used, these include emails, staff handbooks and team meetings. Working within the national health service the importance of communication methods following the correct procedures and protocols are of utmost importance. During team meetings, handover sheets are given to each employee and the sister in charge on the previous shift discusses each patient in detail using the handover, ensuring everyone has understood. The team meetings always cover the same topics and structure; however, information varies patient to patient. From the table above during team meetings, the tone, language, and formality that has been identified follows what happens within my own workplace and seems to work well for effective communication. The agenda for the meeting is to provide all staff members who are on shift the information needed to maintain patient care and to fulfil the care plan needed to get patients ready to be discharged. Depending on how many patients are on the ward, if it is full then handover can take longer than usual however if communication is clear and understood by all employees then there will be no confusion and the shift can commence immediately.
[bookmark: _49x2ik5][bookmark: _2p2csry][bookmark: _Toc167377855]Section 2: Motivation

As stated by (Souders, 2020), “Motivation is an internal process that desires a change in behaviour, thoughts, feelings or environment.”
Motivation is the driving force behind human actions, it describes why a person does something. It is a process that initiates, guides, and maintains goal-oriented behaviours. Motivation causes individuals to act in a way that gets them closer to their goals which includes the biological, emotional, social, and cognitive forces that activate human behaviour. 
There are two types of motivation which are described as either extrinsic motivation or intrinsic motivation. Extrinsic exists from outside of the individual and often involves external rewards such as trophies, money, praise, or social recognition. Whereas intrinsic motivation is internal, and it exists from within the individual, this is for self-gratification and doing something to make your own self happy (Cherry, 2023).
Motivation within the workplace is important as it can be applied to improve employee productivity and satisfaction, help set individual and organisational goals, put stress in perspective, and structure jobs so that they offer optimal levels of challenge, control, variety, and collaboration. Organisations that provide their employees with engaging, meaningful work create a sense of vitality and fulfilment that echoes across their organisational cultures and their employees’ personal lives (Souders, 2020). 
[bookmark: _147n2zr][bookmark: _Toc167377856]2.1 Evaluate theories of motivation relevant to your workplace

Maslow’s Hierarchy of needs theory proposed that all employees become motivated along a continuum of needs from basic physiological to higher physiological needs for growth and self-actualization. The hierarchy of needs proposes that individuals have five tiers of needs: bottom level (basic physiological needs like food and shelter, second level (safety needs), third level (love and belonging), fourth level (esteem), top level (self-actualization). Maslow stated that individuals must satisfy their lower-level deficit needs first before progressing on to meet their higher-level growth needs. When a deficit need has been met it will go away and individuals’ activities become directed to meeting the next set of needs that have yet to be satisfied. Individuals must be in good health, safe and secure, with meaningful relationships and confidence before they can reach for the realisation of their full potential. In some instances, progress is often disrupted by a failure to meet lower-level needs. Individuals these days who work and earn a lower wage may not earn enough to cover their basic needs, life experiences or even the loss of a job may cause an individual to fluctuate between the levels of the hierarchy (Souders, 2020).
Hertzberg’s (1959) Motivation - Hygiene Theory, also known as the two-factor theory of motivation was the result of a study that concluded that two major factors influence employee motivation and satisfaction with their jobs, motivator factors and hygiene factors. Hygiene refers to an individual’s work environment, including conditions, wages, workplace relations which can potentially lead to dissatisfaction and a lack of motivation if they are absent. Good relationships with managers and colleagues, adequate compensation, effective company policies and comprehensive benefits must be present. Motivators are factors that motivate individuals to work harder, such as job recognition, achievement, or promotion. These can motivate employees to work harder which leads to on-the-job satisfaction, including feelings of recognition, a sense of career progression, and experiences of greater engagement and enjoyment of the work. Hertzberg maintained that hygiene needs must be met as their absence caused an increase in dissatisfaction, however the presence of hygiene factors didn’t appear to increase satisfaction and motivation, but these needs must be met before motivation is possible. Motivator factors however increased employee satisfaction and motivation, but the absence of these factors didn’t cause dissatisfaction. Both factors appear to work entirely independently of each other, however both influence individuals’ motivation (Kulhari, 2021).
McClelland’s Three Needs Theory was developed from Maslow’s Hierarchy of Needs Theory. McClelland’s theory outlines the three desires that an individual could possibly have, the need for power, affiliation, or achievement. He believed that individuals developed these motivators through life experiences and culture, they are not inherent, he said that a person’s need will have a significant impact on their behaviour. If an individual’s predominant motive is power, they are motivated to influence others and to take control. These individuals display traits such as determination and assertiveness, are strong leaders, and are self-disciplined who actively aspire to be in leadership positions. Individuals who predominant motive is achievement, they are motivated to do better for the sake of doing so and are driven for personal accomplishment. These individuals like challenges and want to oversee their success, they hope to exceed expectations and are pleased when they surpass their peers. If an individual’s motive is affiliation, then essentially, they are motivated by social and interpersonal connections, motivated to fit in and please others, and value their relationship with their peers. These individuals appreciate familiar surroundings and seek fulfilment through love, acceptance, and a sense of belonging (Kurt, 2021).  
McGregor’s Theory X and Theory Y are two theories used to describe managerial views on employee’s motivation. He believed that managers’ basic beliefs have a dominant impact on the way organisations are run. Theory X is based on assumptions that individuals have an inherent dislike of work and will avoid it if possible. To motivate these employees, organisations need to push and control their staff through enforcing rules and implementing punishments. This theory includes the role that the satisfaction basic psychological needs plays in effective employee motivation. Theory Y employees however are perceived as consciously choosing to be involved in their work, they are self-motivated and can exert self-management. External control and the threat of punishment are not the only means for bringing about effort toward organisational objectives. Commitment to these objectives is a function of the rewards associated with their achievement. 
[bookmark: _3o7alnk][bookmark: _Toc167377857]2.2 Evaluate the principal factors that may affect performance and motivation in the workplace

Employees needs vary, and so do factors that influence employee performance and motivation. Different employees require different motivators, which means managers needs to identify what their team members needs before they can identify the best ways to motivate them. The factors that tend to influence employee’s performance and motivation the most are: Leadership, organisational culture, paths to advancement, recognition, work environment, flexibility, professional development opportunities, belonging, work/life balance, and finally meaningful work.
Motivation is important when considering performance as it drives employee’s success and plays a vital role in employee satisfaction, which drives performance. Motivated employees are better at adapting to change and collaborating with their teammates, they have a more willing attitude for a project, customer, or co-worker and maintain a positive attitude at work (Tenney, 2021).
Conflicts at work effect morale and communication, which can be easy for judgement to get clouded and to lose sight of end goals. Conflict between team members can lead to lack of motivation, social loafing, and other withdrawal behaviours. If conflict is not managed, then it can make for a toxic work environment and take a heavy toll on employee’s psychological well-being. Continued conflict can be a stressor in the workplace and contribute to burnout, as well as affecting the social climate of the group and inhibit group cohesiveness. Poor communication from conflict will cause misunderstanding, mistrust and low morale which will cause individuals to lose their ability to communicate effectively. Effective communication is key to performance and failing to communicate will result in low productivity, turn over, and financial loss (Abbas, 2022). 
There are many conflict management strategies which can be adopted to maintain motivation and improve communication, and effective resolutions help maintain a positive work environment, promotes collaboration, and ensures issues are addressed before they escalate. Open communication and transparent dialogue create a work environment where individuals feel safe, heard, and valued. Managers who implement an open-door policy encourages employees to reach out when conflicts occur, without fear of repercussion. Being an active listener is important in effective conflict resolution, as it involves giving the speaker undivided attention, understanding their perspective, and acknowledging their emotions. Impartiality allows all parties involved to fairly assess the situation, consider diverse viewpoints, and make well-informed decisions which prioritise the best interests of both the organisation and employees. Holding this skill fosters trust and confidence which results in balanced outcomes that contribute to a calm working environment (Kuligowski, 2023).
[bookmark: _23ckvvd][bookmark: _ihv636][bookmark: _Toc167377858][bookmark: _32hioqz]2.3 Select a theory of motivation - apply it to your workplace – evaluate the impact

Within the workplace it is important to remember that employees are human beings with needs and desires that extend beyond the walls of the work environment, where the line between work and life has become increasingly blurred. Maslow’s Hierarchy of Needs can be applied to the workplace which allows employers to have a better understanding of the different tiers of employee needs and how to address them. Physiological needs refer to a base level of physical requirements for employees to feel comfortable. Within my own work environment, which is a health care setting, working long twelve-hour shifts, it is important to be able to access fresh drinking water to keep hydrated throughout my shift. Proper ventilation also ensures clean air circulation especially on the wards, allowing employees to feel more relaxed because we are in a fresh, healthy environment. Safety needs are the next level of needs which include things like having a secure place to work and not being physically harmed. Meeting safety needs can include employers sharing care plans or patient risk assessments to be able to provide a safe patient centred care without putting ourselves at risk of harm. This allows us as employees to feel safe and increases the trust between us and our employers. Social needs such as love, and belonging are next in line which involves interactions with other people. It is important to communicate and interact with other people in meaningful ways to feel connected and valued by them making us feel like a valued member of the team. Esteem needs are another important factor within the hierarchy of needs, and this is how people think about themselves and how we perceive our job performance. This involves us feeling like we are recognised for our expertise and accomplishments, which as a result we feel respected. Self-actualization is the highest level of need which involves establishing goals and working towards them with passion and commitment. Within the workplace this happens when we have the support to reach our full potential, and employers nurture this journey by guiding the way. Employers encourage our skill development through new projects and clear feedback, and to discover new tools and resources. 
The impact of applying Abraham Maslow’s Hierarchy of needs to the workplace ensures the organisation meets the diverse needs of their employees. By addressing the physiological, safety, love/belonging, esteem, and self-actualization needs that are outlined in the theory, organisations can develop a work environment that fosters high job satisfaction, increased productivity, and lower turnover rates. By embracing Maslow’s Hierarchy of Needs, organisations can foster a culture or fulfilment and growth, ultimately leading to a more engaged and motivated workforce (O’Rourke-Henriette, 2021). 
[bookmark: _Toc167377859]2.4 Develop appropriate criteria to evaluate own ability to communicate effectively
[bookmark: _Toc167377860]The criteria I have used to evaluate my ability to communicate effectively is good listener, confident, approachable, empathetic, and being direct, clear, and concise. I chose these as I feel these are important, valuable skills to hold when effective communication takes place within the workplace. 
[bookmark: _Toc167377861]2.5 Collect and analyse feedback on own verbal and written communication skills
[bookmark: _Toc167377862]Feedback from my own questionnaire suggests that colleagues who I work closely with believe that I am a good listener who is also easily approachable, scoring highly on the questionnaire results. These were the top two most effective communication skills that they believe I hold, with evidence and feedback from colleagues suggesting that they can always come to me for help or with a problem and it can be easily and appropriately dealt with. They also scored empathetic highly, and feedback suggests that they believe I put myself in other people’s shoes when it comes to dealing with certain situations, they think I have a very understanding attitude. Colleagues believe that I give direct, clear, and concise communication and easily get my point across in a way that they can understand and adapt to change in any situation. The criteria that scored the lowest was confidence, although still scoring an average of over 5 out of 10 colleagues believe that this is the communication skill that I can work on and improve the most. Although they believe I possess effective communication skills, evidence and feedback suggests that they think I could be more confident as they have said that from all the other evidence there would be no reason why I would lack confidence as I deal and handle certain situations the best they could be handled. Personally, I believe there are always ways to improve communication skills and being over confident can sometimes come across in a negative way so I do not like to act overly confident and too direct to other colleagues. 
[bookmark: _Toc167377863]2.6 Evaluate own communication skills as a manager, identifying strengths and areas for improvement……then Produce a PDP to address these

	
SWOT Analysis


	
STRENGTHS
My strengths are that I am a good listener, who is very approachable. I always like to analyse and reflect which enables me to be empathetic and can easily put myself in other people’s shoes. My perceived strengths are that I’m confident and like to always have an input and give new ideas. My experience and wide range of knowledge helps me as I have a lot of life experience and various qualifications. I’m most proud of gaining a level 4 certificate in maternity care, as I spent two years leading up to that course in education.

	
WEAKNESSES
Although I can be perceived as confident and possess good communication skills, I can sometimes lack in confidence which does show to my peers. My perceived weaknesses are that I can be reserved and allow my emotions to get the better of me. Sometimes I do not react well to criticism and can put too much pressure on myself. My skills training within a management role can be improved and gaining more experience and knowledge is paramount to being successful in achieving this. 


	
OPPORTUNITIES
The current opportunities I face are having the chance to study and complete the ALAMO Certificate. The future opportunities are that if I successfully complete the certificate I can continue to the degree. The experience I hold may enhance my opportunities as I have obtained many skills and qualities for various roles. The health care sector is always in high demand, and this is where I have most of my 
experience. 
	
THREATS
Currently the main threat I face is that within my current workplace there are constant economical concerns and an overload of patients and due to the lack of managerial experience I hold it would be difficult to work up to becoming a manager. For the job role that I would like to achieve then I need to gain experience within a management role, which will enable me to achieve the experience, communication skills, and knowledge required to fulfil this. 









Personal Development Plan (myself)
	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

	The ability to be more confident when making decisions and believing in my own ideas and showing this when in the workplace around colleagues.
	Strengthen confidence and communication skills when working to work on my confidence.
	Team managers and colleagues.
Reading/training on areas where I can build my confidence.
	I will measure success by having feedback from managers, tutors, peers and by feeling more confident.
	September 2024.

	Gain further experience within a managerial role within my workplace.
	Look for opportunities to learn and develop and further my skills and knowledge within my role.
	Support from line manages, training resources, co-workers, family.
	Feedback from line manger and gaining more knowledge on managerial roles.
	September 2024.

	Development of effective leadership.



	Strengthen verbal and written communication skills and learn effective leadership skills and traits.
	Senior staff, colleagues.
	Demonstrating leadership skills when working on the ward in various roles.
	September 2024.



Personal Development Plan (colleague)
	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

	NHS Policies and procedures


	Take training required to review all policies and procedures.
	Senior staff members, NHS documentation of policies and procedures used.
	By demonstrating her knowledge and understanding within performance reviews.
	12 months

	Development of effective leadership.


	Strengthen verbal and written communication skills. Learn effective leadership traits.
	Senior staff, colleagues.
	By demonstrating leadership skills through working on the ward and through her reviews.
	12 months

	Get certified within paediatrics.


	I need to study a short degree within the paediatrics to further my skills.
	Senior staff, colleagues, tutors, family.
	By gaining the qualification needed to work as a paediatric nurse.
	18 months







Personal Objectives

	Short Term Goals (next 12 months)

	Within the next 12 months I would like to pass the Level 4 ALAMO Certificate and prepare to begin the degree.

	Medium Term Goals (2-3 years)

	Within this time frame I would like to be studying or have completed the degree level in leadership and management and I would like to obtain a role within an assistant managerial position where it will give me the experience needed to become a manager.

	Long Term Goals (3-5 years)

	Within 5 years’ time I would like to be working within a managerial role and successfully completed the degree. 
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Appendix A
	Criteria
	Average Score /10
	Evidence/feedback

	Good listener
	
	

	Direct, clear & concise
	
	

	Confident
	
	

	Approachable
	
	

	Empathetic
	
	


The table below shows an example of the questionnaire that I handed out to people who witness my own communication skills within the workplace and who can give me critical feedback. This allows me to identify key areas where I have effective communication skills and areas that I can improve on. Allowing myself to evaluate my own communication skills and identify my strengths or areas for improvement. 
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