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Definition of communication.
The Oxford Dictionary defines communication as;
· The imparting or exchange of information by speaking, writing, or using some other medium.
· A means of sending and receiving information.
· A sharing of thoughts and ideas. 
“In simple terms communication is a process by which information is exchanged between individuals through either verbal, written or picture format, to convey ideas, and give meaning through the sharing and understanding of information”. [endnoteRef:2] [2:  htpps:/oxfordlearnersdictionary.com@17.00. 24/04/24] 

To understand the complexity of communication we need to explore some of the influential Models of communication, presented over the years. Along with the Theories of communication, and how they can be applied to not only to workplace management, but also personally to better understand our own communication, improve these skills, and our interactions in society. 
Models of communication.
There are many Models of communication, the earliest ones were known as “Linear Transition Models".  The Shannon-Weaver model (1948) was considered one of the most influential models. The paper “A Mathematical Theory of Communication” states that there are 5 basic components to communication:
*Source *Transmitter *Channel *Receiver *Destination. [endnoteRef:3] [3:   Shannon. E.; Weaver, Warren (1. sept1998) A Mathematical Theory of Communication. University of Illinois Press. ISBN 978-0-252-72546-3.  htpps://study.com>lesson>shannonweavertheorycommunication.
https://wikipedia.org>wiki] 
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The Shannon-Weaver Model of communication (1948).  ii
The model presents 3 types of problem; Technical, Semantic, and Effectiveness. The focus was on the technical aspects of how to use a signal to reproduce an accurate message from one location to another. Noise was identified as being as factor that could distort the signal therefore losing accuracy of the message received. The model, although influential, was criticised due to its simplicity. Communication is not a one-way signal, but an interaction of messages going back and fore between both sender and receiver.
Wilber Schramm’s model (1954) is “Circular,” it was also influential, but unlike the Shannon -Webber model, he includes a feedback loop, and the role of experience is discussed.  Schramm proposed communication was a sharing of information. His model has 3 basic components; *Source, * Destination, * Message.[endnoteRef:4] [4:  Schramm W (1954) (How Communication Works). Process and Effects of Mass Communication. ISBN-13 978-0252001970 PUBLISHER University of Illinois Press; Revised Edition (1971)] 
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Diagram of Schramm’s communication model (1954) 
It begins with an idea, formed in the mind of the ‘source’, this idea is then ‘encoded’ into a ‘message’ using signs and sent to the ‘destination’. The ‘destination’ then has to ‘decode’ and ‘interpret’ the signs, to reconstruct the original idea. The receiver then formulates their own message, encodes it and sends it back as a form of feedback, which can be used to, identify external factors, such as noise, or an error in the decoding/encoding. Allowing for corrections to be made, enhancing future communication. He proposed that experience and knowledge, as well as attitude and beliefs, were integral to successful communication. Meaning, the sender and receiver should be matched in knowledge and experience, in order for the receiver to connect the original idea correctly. Although this model gives a cycle to communication it considers only the idea that communication is turn–based.  each waiting for their turn, considering information, before responding with feedback. However, in reality, these happen simultaneously during communication, during, face to face, interaction the person listening, observes facial expression, body language, which shows interest or agreement, whilst the person is still speaking. They do not wait for the person to stop speaking, when gathering and assessing, this non-verbal communication. (55% of communication is non-verbal ,Mehebraim 1971)[endnoteRef:5]  Schramm's model can be applied in the workplace to phone, email, text communication, as it is a two-way model, giving a cycle of feedback and exchange.  [5:   Mehrabian Albert.  Nonverbal Communication (1971) (ISBN-13-:978 -0202309668) publisher Aldine Transaction 1st edition (Feb 2007)] 

The “transactional model” which incorporates both verbal and non-verbal communication, would have better application for the workplace. This model was formulated by Barnlund (1970)[endnoteRef:6] to overcome the limitations of the previous models. The transactional model assumes that while we are constantly sending and receiving messages, we are decoding, both non-verbal and verbal elements simultaneously throughout the process.    [6:  Barland. D. (1970): “A transactional model of communication”. In: Sereno.K.K. Mortsen C.D; (eds) foundations of communication theory, New York, NY: Harper, pp.83-102 cited journal dec7,2016 model of trans corporeal communication. Journals.sagepub.com] 

  Applying Barnlund theory within the workplace, will improve communication among staff, reducing miscommunication and conflict. Managers can Encourage, open dialogue, active participation, and feedback for employees. Which enables team collaboration. giving recognition of achievements, increases motivation, wellbeing and mood.  By understanding and respecting cultural differences, a more effective, positive communication can be achieved, which will also promote inclusivity within the workplace.
Types of communication
	Communication type
	example

	verbal
	Spoken word, formal or informal, speak clearly 

	nonverbal
	Facial expression, body language, eye contact, sign language

	visual
	Diagrams, graphs, drawings, photos, tv

	written
	Written word- letters, emails, notes, texts

	listening
	Active listening –focus on what is said.



As seen in the above table there are 5 types of communication.
Some examples of communication observed in supported living workplace: formality, language, tone, channel.
Record keeping /legal documents written, accurate, concise, factual, grammar, spelling correct, no opinions, dated, signed, time, very formal document
Phone:  verbal, tone friendly, professional, clear language, clarify information, write/record information needed to pass onto team, into staff diary date and time.
Handover: verbal, any information about shift is given clearly to staff arriving, any issues, medication, behaviours, tasks to be done, staff clarify information, ensure understanding. Professional tone and language are used.
Email: between manager and team, written format, tone is friendly, uses good grammar, easily understood, informal. Between HR, Managers, area Managers and employees, formal legal language, tone is used, sometimes not clear or easily understood.
House managers encourage staff to give feedback, voice concerns, issues within team. They use friendly, tone, non-formal language, minimising barriers. Regular appraisals, training is given. Long hours and low pay, 7-day availability, sleep in shifts, do not motivate staff, or enable work life balance. Results in burnout of staff and high turnover. 
Barriers to communication
There are 6 main barriers to effective communication. Barriers to communication can cause confusion, conflict, miscommunication among employees and clients in the workplace environment.
Listed below are the 6 main barriers:
Semantic barriers also known as language barriers are caused by poor quality of message. This can be due to too much technical jargon being used, differences in language of employees, e.g. Filipino or Polish, employees; English is not their first language, therefore complicated, technical words, local slang, speed of language or long explanations will easily be misunderstood or misinterpreted. Resulting in confusion, or multiple interpretations of instructions by different employees, which can cause conflict. 
Psychological barriers are important to consider, as the state of the mind of either the sender or receiver can make information difficult to understand. For example, inability to focus attention on what is being said, therefore the original message is not received correctly. Causing confusion or misinterpretation.
Organisational barriers refer to structures, rules or regulations, in the organisation. The barriers occur between superiors and subordinates where there is no free flow of communication between them. Complex structures and multiple managers cause difficulty in conveying information correctly or in timely manner. Causing distortion and miscommunication of information.
Cultural barriers arise due to lack of similarity between different cultures around the world. What is regarded as a harmless word can be seen as offensive due to varying beliefs and customs within the many cultures of the world.
Physical barriers refer to faulty equipment, noise, closed doors, which distort the information being sent or received.  
Physiological barriers refer to when either a sender or receiver cannot express or receive message with clarity due to physiological issue such as dyslexia, nerve disorder that interferes with hearing or speech.[endnoteRef:7]+ [7:  htpps://byjus.com>commerce>barriers to effective communication.] 

All of these barriers are easily avoided and can be addressed through ensuring open, clear, concise, simple language is used to communicate. Where needed Resources to aid communication can be made available along with ongoing support ensuring all employees wellbeing. 


Motivation; definition.
Motivation is described in oxford language dictionary as :
1. A reason or reasons for acting or behaving in a particular way. 
Motivation is the force that drives our behaviour to achieve goals. There two motivators: 
Intrinsic motivation : this is internal in individuals, it is within every person, causing a person to seek goals or tasks for their own gratification, e.g. a person reads novels, solves puzzles, or engages in sports etc. They do it for their enjoyment.
Extrinsic motivation : this refers to a behaviour or goal that comes from  outside the individual for a reward of some kind, eg. Completing tasks  or target in work for a bonus, praise , or social recognition
. It includes  the biological, social, emotional and cognitive forces ,that drive  human behaviour. Any one of these can act to motivate or demotivate  an individual, for example physical illness or injury may cause an person to be emotionally withdrawn or depressed,  which would result in no motivation. It is important as it,
Increases efficiency for work goal
To do activities beneficial to health
To give up habits that are unhealthy, tobacco, alcohol, addiction
Improve wellbeing and happiness.
3 types 
Activation- deciding to initiate behaviour
Persistence- to keep going to achieve a goal, despite obstacles 
Intensity – the concentration and effort put in to achieve goals
Two of the influential theories were Operant Conditioning (Skinner 1938)[endnoteRef:8] and Classical Conditioning (Pavlov1927)[endnoteRef:9] both psychologists sought to investigate if behaviour can be influenced and changed.  [8:  Skinner B.F. (1938) Operant Behaviour, About Behaviourism. Published Random House USA (12 feb 1976) isbn-10 0394716183        Operant conditioning: how it works.   Saul Mclead PhD feb 2,2024 http://www.simplypsychology.org   @ 10.29 9/05/24

]  [9:  Pavlov I.P. 1927 conditioned reflexes: an Investigation of physiological activity on cerebral cortex. Oxford university. https://psycnet.org. ‘ 05/05/24 12.00am 

] 

Pavlov experiment demonstrated that dogs could learn to associate a neutral stimulus of a bell, with a significant stimulus of food, (dogs naturally salivate.) this led to a conditioned response of salivation when only a bell was used.  
Skinner used positive and negative reinforcers to influence behaviour,  if you reward a behaviour that is desired that behaviour will be repeated.  Punishing negative behaviour will result in behaviour not being repeated. (this is talked about in more detail in next chapter)
By understanding factors that motivate and de-motivates. they can be manipulated or changed to accommodate specific goals set by others.
 The intrinsic motivators (what we do for own happiness) can be utilised and optimised using rewards that we seek naturally.  This encourages people to engage in activities such as targets or task in workplace, keeping motivation, and satisfaction, whilst increasing productivity.
Theories Applied in Management 
There are four main theories of motivation used in management;
Maslow Hierarchy of Need and Motivation, Herzberg’s Two factor Theory of Motivation, McGregor Theory X and Theory Y, and McClelland Theory of Need and Motivation. Each of the theories main concepts is explained briefly, and their applications within workplace. 
Douglas McGregor   Theory X and Theory Y (1960)[footnoteRef:2] is management and leadership concept, that has two contrasting approaches to workforce motivation and manager style. [2:  McGreggor,D 1960. Theory Xand Y. organization behavior theory.  managementstudyguide.com theory x and y management study content team.  @02/05/24 21.00] 

 Theory X ,is an Authoritarian style of leadership, managers hold the assumption, that employees are inherently lazy and dislike work. they believe workers need to be constantly supervised, and controlled through rigid policies, with reward and punishment to ensure productivity. It is a one way directed communication used, where workers have no input into their work or environment. It demands compliance and discipline, with no interest in worker's needs. (would only be applicable in a mass production workplace, where tasks are repetitive and boring, always the same)
In contrast Theory Y is a participative style of leadership, managers use the assumption that people are self-motivated, to work and want to achieve. That workers seek opportunity for responsibility and creativity. Leaders empower employees and collaboration is encouraged, the focus is on trust, autonomy, to make positive work environment. It uses a cycle of communication between managers and workers, where feedback is encouraged to improve organisation.
McGregor’s theory Y highlights a shift from authoritarian control of workers to a more open collaborative approach. Encouraging leaders to implement practice that align with the motivations and need of its employees.  increasing  workers desires to reach goals and enhance productivity.  
Maslow’s, the Hierarchy of Need and Motivation Theory 
The Hierarchy of need and motivation theory was developed by Abraham Maslow (1943) [footnoteRef:3]it postulates that motivation is a result of humans attempting to fulfil their 5 basic needs. These needs determine how humans behave.  [3:  Maslow. A.H 1943 A Theory of Human Motivation. simplypsychology.org by Saul McCleod, PHD jan2024 @9/05/24 19.00] 

Maslow's Model of Hierarchy of Need and Human Motivation
[image: ]
5 basic needs: and how they can be applies in workplace by managers.
*Physiological; humans have basic physical needs, shelter, food, clothing, and warmth. This is the most   fundamental need a person needs to fill, before gaining motivation to fill the next level of need. Applied to the workplace, employee's needs can be met through flexible work hours, regular breaks, snacks, drinks and comfort.
 *Safety; the next level of need is to feel secure in your environment and situation. Within the workplace this can be financial/job security, personal safety (safe work environment)
*Social; the next level is to feel valued, and accepted in community, with friends, family, love and belonging. Social need in the workplace can be met with team building activities, work lunches, Positive and inclusive environment.
*Esteem; people need to feel respected and recognized for their achievements. In the workplace this need can be achieved through recognition for achievement, by both team and manager, regular positive feedback on performance,,  professional development.
*Self-Actualisation; this is the top level which is the need to reach your full potential is accomplished. managers can encourage professional Independance, opportunity to broaden experience and responsibility, allow participation in decision making process. 
Each of the Basic Needs, must be met, in each level, in order for the person to be motivated to move up to the next level. 
Maslow’s theory when applied within the workplace , has many benefits to both Managers and employees. By motivating employees through meeting their basic need, a positive work environment is created, which in turn increases efficiency, and productivity. When people feel safe, secure, included socially in a workplace they feel sense of belonging, they are motivated to achieve targets, be more efficient and develop professionally.



Frederick Herzberg’s Hygiene Theory, (1959)[footnoteRef:4] Two Factor or Motivation Hygiene Theory, [4:  Herzberg, F.1959: The Motivation to work 2nd ed John Wiley &Sons, New York www.mindtools.com learn to motivate your team. @ 10/05/24 22.00] 

This is a management concept that explores what drives employee motivation, Herzberg introduced this theory in 1959, he built on Maslow's theory, focusing on understanding job satisfaction and dissatisfaction. He suggests they are influenced by two distinct factors:
1. Hygiene Factors; these are elements that if inadequate or absent can cause dissatisfaction. The factors are typically intrinsic to work environment and conditions.:
· Salary or compensation 
· Company policies
· Work conditions
· Job security
· Relationships with managers /colleagues
· Status
    2. Motivator Factors; intrinsic factors, are elements that lead to job satisfaction and motivation when present, but do not necessarily cause dissatisfaction when absent. They relate to the nature of the work and employee's personal growth;
· Opportunity for achievement
· Recognition for accomplishment
· Responsibility and autonomy
· Advancement career growth
· Intrinsic interest or challenge of work
The theory implies that managers must address both sets of factors to create positive work environment. Hygiene factors create baseline level for satisfaction by preventing dissatisfaction, while motivator factors are crucial to motivate employees, promoting job satisfaction. 
 McClelland ‘s Theory of Need.(1961)
McClelland built on Maslow's theory and proposed the Three Needs Theory. He identifies 3 motivators that we all have, a need for Power, a need for Affiliation and a need for Achievement. Each person will have different characteristics depending on the dominant motivator. McClelland goes on to say that; “regardless of gender, race or age, we all have the same 3 motivating drivers within. one of these, will be our dominant motivating driver. These are not inherent but developed in experiences and culture. “The dominant one is largely dependent on our culture and life experience”.[endnoteRef:10] [10:  McClelland.D Human Motivation Theory (1961) Three Theory Need. Http;//mindtools.com.mcclellandhumanmotivationtheory @1/05/24 22.00] 

Characteristics of the Dominant Motivators shown below. 
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Using McClelland’s theory in workplace.
Applying this theory into the workplace can help managers motivate their teams based on their need. They can tailor their style to suit each individuals driving motivating need.
Need for achievement: these people like challenging tasks and problem solving. 
*Give them a challenging project, and clear objectives
*Regular Feedback on performance
*Advancement opportunity
Need for affiliation: these prioritise relationships and prefer collaboration 
*Team building activities, and social interaction
*Teamwork and collaboration is encouraged
Need for power: these seek control and influence over others
*Give leadership roles and responsibility 
*Involvement in decision process and planning
Identifying the needs of a team gives manager ability to tailor roles and assignments based on motivators. Enhancing productivity and harmony in workplace.

Maslow and McClelland, Herzberg: Similarities and Comparison
· All are motivational theories
· They identify that all workers have needs, which when not met results in demotivation.
· They enable manager to use specific things to enable self –actualising
· They identify that there are specific reasons behind humans' behaviour
· They state that different things motivate different people.
Maslow's theory is hierarchal progression, person must fulfil one level to move to next one. This theory is broader covering basic human need. Progression is linear.
Herzberg theory is prescriptive, it is an extension of Maslow theory. The theory was based on actual information collected from engineers and accountants. (not representative of all workers) His theory does not consider situational factors either. 
 McClelland’s theory identifies a spectrum of needs that individuals may prioritise differently. His theory focus is on motivational need influencing behaviour in work. The theory is more flexible considering combinations of need and outside factors.
Operant behaviour Theory developed by B.F.Skinner(1938) [endnoteRef:11]was the earliest theories in motivation. The theory applies the uses of positive and negative reinforcement, and how it can change or modify behaviour. Rewarding positive, or desired behaviour increases the likelihood of behaviour being repeated. Punishment or negative reinforcers are aimed to decrease a behaviour that is not desired. He refers to these as “Reinforcers”. Positive means you are adding something, e.g., dog receives a treat when correctly following command, or child is rewarded with praise or sticker for finishing work in class. Negative is means taking away something, e.g.  the treat is removed when dog does not do as commanded, the child does not go out to playground if they don't finish their work. [11:  Skinner B.F. (1938) Operant Behaviour, About Behaviourism. Published Random House USA (12 feb 1976) isbn-10 0394716183        Operant conditioning: how it works.   Saul Mclead PhD feb 2,2024 http://www.simplypsychology.org   @ 10.29 9/05/24] 

Conclusion
All the theories are recognised as influential in leadership and management to improve and motivate staff.  
Hyzberg’s theory, mangers can use hygiene to ensure work environment is clean, safe and financial salary is competitive. They can use motivators by providing opportunity to grow in career, recognition, and responsibly. Giving more job satisfaction.
Maslow’s theory is accepted as most well-known and is widely used as teaching tool for in various areas of education, child development, and Trauma Recovery training. Using this theory managers can identify where employees are on the hierarchy model and use it to better fulfil basic needs.
McClelland’s theory, can give managers more targeted motivational strategies. Understanding the dominant need of employees can create a workplace where employes can develop and thrive within organisation, promoting success. Whilst fulfilling their motivating need, gives personal satisfaction. 
B.F. Skinner (1938) Operant Conditioning Theory   is apparent within each of the models, they identify what motivates and drives individuals at different levels and then use reinforcement (positive or negative) to encourage desired behaviour. 
 Skinner’s theory; within each model, and how reinforcers are applied:
Maslow - health benefits, bonuses, increasing productivity, (physiological need)
              recognition of achievement. (fulfils self-esteem need). (positive reinforcers)
McClelland -   Achievers: reinforcement of recognition, goals and achievement.
                      Affiliation:  reinforcing teamwork, social events, positive feedback. 
                      Power: reinforcement through authority, or leadership.
Hyzberg  - Motivators: recognition, responsibility, growth using these as positive reinforcers.
                Hygiene: clean work environment, fair compensation (wages) is positive reinforcer.
 Using positive reinforcers creates a supportive, environment which encourages motivation, satisfaction and productivity.
From the above comparisons, McClelland's theory stands out, as the one that fits the changing workplace of today's multicultural workforce. Employees are prioritising freedom and flexibility, shorter work hours, higher salary, benefits, and reward along with personal enrichment and development within the work environment. It encompasses the different needs of people, the external, and cultural factors which influence behaviour. Managers can effectively apply this to enhance their own management style and motivate their teams.
Factors affecting motivation and performance.
Recognition and reward: these motivate employees and improve performance
Clear goals and expectations: unclear goals and expectations reduce performance and demotivate, when employees understand what is expected they are motivated and perform well.
Positive work environment: good relationships with colleagues and management enhance motivation and performance. 
Opportunity for growth and development; opportunity for advancement and personal development can improve motivation.
Feedback and communication: open communication and feedback helps employees understand their performance and how to improve. 
Work-life balance: this is important as motivation and performance. Overworked or stressed employees are less likely to perform well and lack motivation.
Job satisfaction: ensuring employees are fulfilled in their job is a great motivator and improves performance.

Personal communication style and skills
To become an effective leader and manger it is important to understand your own communication style and skills, with communication cycle. this can help you identify areas you need to improve, to enable effective communication with others in the workplace.
 A self-assessment quiz was completed, to determine which communication style i use.
The score gives you the style.  my score :
Assertive =16     Passive=10   Passive Aggressive=9   Aggressive=9  
This result gives me an Assertive Communication Style.
Also, a series of questions to assess skills in communication was given to my peers to gain some feedback .answers  Given anonymously.
Questions used cover criteria: 6 were completed. Always,  often, sometimes, never :  
Active listening:   always =6
Verbal:   always =5   often=1
 Non-verbal:   always=5   often=1
Empathy:   always =6
Confidence:   often=4   sometimes=2
I used this feedback to identify strengths and weakness which I can use to improve skills. I identified my skills are good in communication, I would benefit from improving my skills when speaking in groups. My self-confidence is also an area to work on, this will help me become more comfortable in ability to lead effectively, hopefully improving ability to speak in groups.
This can help me focus when doing a SWOT and GAP analysis to develop my PDP plan and achieving personal goals. Giving me a means to track any progress I make.



 SWOT analysis 
Strengths 
· Communication skill -good
· Empathetic
· Objective
· Willing to learn 
Weakness
· Lack of confidence
· Anxiety
· Self-critical
Opportunities
· Workshops to increase confidence
· Resilience building course
· Anxiety management course
· Build on effective communication skill workshop
Threats
· Losing motivation
· Lack of time, increase stress due to imbalance of study, work, care of elderly parent
· Negative/ critical thoughts
· Fatigue









GAP ANALYSIS
 
	Current level communication
	gap
	Future desired level

	Verbal good
	Build on /practice
	Strong and effective communication skills

	Non-verbal good
	Build on /practice
	Aware of matching verbal and non verbal


	empathy good
	Build on /practice

	competency


	confidence
	improve//workshops
	Greater self confidence


	Computer basic
	improve /workshops
	Achieve basic level knowledge on Microsoft Office tools











PDP
	What do i want to do
	How can i do it
	resources
	Measure success
	Date to review

	Improve confidence
	Keep boundaries/courses
	Mindfulness/meditation /online courses
	Journal /feedback
	3mth

	Build resilience/ manage anxiety
	Positive relationships/courses/self-care
	App to check mental health/ build resilience
	Online app measure daily scores/ gives tools to improve
	2mth

	Computer skills
	Consolidate learning
	Tutorials online/others showing me 
	Confidence and speed in use 
	6mth

	Build on existing communication skills
	Increase knowledge/learn from others/practice  
	Courses to improve group speaking
	Self-assessment /feedback from peers
	1mths



 Questions asked to peers. 
1. I give my full attention when other talk to me 
2. I maintain appropriate eye contact in conversation
3. I display empathy
4. I clarify things when I don't understand, 
5. I treat others with respect
6. I understand non-verbal cues from others.
7. I deal with conflict appropriately
8. I encourage others to do their best.
9. I listen to point of view of others, and collaborate to find best options
10. I am not afraid to be direct when I need to be.
11. I ask for help from others if I need to.
12. I am comfortable speaking in large groups.
13. I am uncomfortable being in charge 
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