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[bookmark: _Toc1825696177]1 Introduction 
In this report I will examine communication and how ideas instructions and are shared in the workplace to support effective teamwork and help achieve goals. Clear communication is essential when being a manager as it ensures staff understand what is required of them and feel supported in their work. To understand my own abilities, I will review my communication skills through a gap analysis identifying both my strengths and the areas where I need to improve going forward. I will then use my Personal Development Plan using the SMART framework. This will help me to set out clear actions for developing these skills where needed. Strong communication is important as well as active listening and giving constructive feedback. Creating a positive working environment and improving for a better outcome. This report will show how strengthening my communication will support my role and benefit my team. 

[bookmark: _Toc1818758830]Communication in the workplace
Communication is important especially in the workplace as employees and managers will need to
send and receive information quickly this will also need to be clear not to have any
misunderstandings. This will help employees and managers work easily together while building trust.
Many ways to have good communication between employees and managers would be through
emails, phone calls and regular meetings. According to Kurtz and Boone (2002) Sending information
clearly is very important not to have misunderstandings.


[bookmark: _Toc1444918437] Communication cycle
Communication cycle is when a message is created this information needs to be understood by others           
 This will then need to be encoded this could be done using symbols or codes or even words. The    encoder will need to make sure noise is not interfering. Noise could mean several things like poor lighting, distractions or even tiredness. 

Next the message would need to be decoded so this can be understood what is being said so no misunderstandings occur. 
Finally, there would need to be feedback to show that the message was received and understood. If noise is removed when sending and receiving this will have a better impact as the message will be understood.  
 
Looking at the message and encode to what needs to be understood then ask for good feedback. The impact of this would be greatly as it would make the tasks easier to understand with no misunderstandings.
Communication models are used every day when teaching in schools or even in work. They are used in textbooks to show how communication works.  The models of communication would also be in articles.  (e.g. Adler 1991 Adler,Rosefled &Towne, 1996. Burgoon, Hunsaker &Dawson 1994:
 [image: ]
[bookmark: _Toc1777198560]Shannon and weaver
The Shannon and weaver (1949) model will be used to explain how communication is sent between people. Starting with a sender who will send a message to another person this could be through text or speaking or even through emails. There could be some noise in this message like loud distractions or even language. This will then need to be encoded into writing or signals to share with someone else. The channel to this would be a face-to-face appointment or even through an email. To decode this message, they would need to understand what has been sent the receiver should understand clearly what is being said and then give feedback to the sender.
In my workplace we had a problem where a message was sent but wasn't decoded properly this then had a massive impact on the company when the message was understood. This could have been avoided if the model was used correctly. A recommendation would be to look n weaver model send a message, and both are a receiver with a channel too. The communication cycle is a two-way process this will include feedback showing that there is understanding, the Shannon weaver is a two way which will focus on a message being transmitted and will show how noise can affect communication.      
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[bookmark: _Toc1485120513]Berlo 
The Berol SMCR model shows how common skills should include listening reading speaking and writing when sending messages between employees and managers to show understandings. This model will have parts like message channel and a receiver to communicate better. 
When sending a message, it needs to be clearly sent so no misunderstandings happen.
Culture is very important too as some speaking is very different. And can be understood in many ways Understanding different culture will make it easier to communicate better and build stronger relationships in the workplace.
In my workplace I had a situation when a culture difference was addressed from a manger there was misunderstanding with not understanding the message the impact of this was big it led to conflict tin the workplace. Listening in meetings will help to improve the understanding.
According to Leonard et al communication and cultures are connected they determine how people talk and understand each other when learning about different cultures it will help employees and managers work together. Leaonard et al (2011) 
The communication cycle and Berlo model will give good explanation on how communication works better between people, this will be through a sender then a message and finally a receiver the Berlo model will give good communication skills but doesn't focus on feedback. 
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[bookmark: _Toc950991774]Schram 

The Schram model explains communication as a two-way process that is continuous. The sender will send a message using sign or symbols through a channel process this will be done through writing this could be through email, text message. Or even speaking so this could be face to face, meetings.  when the receiver has the message, they will then decode the message and give feedback to show they understood what is being said.  
The Schramm model will explain how communication will be effective when language and culture is understood. It also recognizes noise this can interrupt communication this could be poor connection or even loud sounds. 
The understanding of communication in digital environments is important to have clear language. This is argued by Johnson and Johnson (2006).
The communication cycle is a good process by showing how a message is sent to one person then feedback is given through speaking or listening. This will show that its understood. 
The improvement of the Schramm model shows how there is more understanding with language and culture. However, it still lacks noise distractions this will then cause misunderstandings.
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[bookmark: _Toc1292027347]Communication barriers in the workplace.
A communication barrier in my workplace was poor listening this was caused by a colleague not paying attention to a manager explaining about an important email. This caused a problem as information wasn't interpreted correctly and therefore had to be explained again this then was a setback. The impact of this would be great if they are listening the first time this would then not have caused delays in moving forward. Paying more attention will be more efficient for the team.
A communication barrier I faced in my workplace was language difference. My supervisor is polish so this caused problems with communication due to not understanding what was being said. Moving forward with this barrier I would ask her to speak clear and more slowly, I would do the same so she could understand what I was also saying  This would have a positive impact if we both said when we didn't understand what we were saying going forward there wouldn't be any misunderstanding.
A communication barrier that occurred in my workplace was lack of confidence in a manger when speaking in a meeting this was made clear as the manager appeared nervous and was fidgeting a lot and not making eye contact with their employees. Therefore, the information wasn't coming across clearly which then led to confusion to what needed to be done. To avoid this in the future and to build confidence with the manager when speaking smaller meetings could be held and more regularly. This would have a positive impact on meetings and the mangers confidence. Employees would then know what tasks to do correctly.
[bookmark: _Toc285901023] Importance of tone
Tone is important this will help people understand peoples feeling and emotions when trying to understand a message if the wrong tone is sent it can cause tension between people. In my workplace a manger came across as angry when speaking to a colleague this then made the colleague upset and caused tension so speaking with a professional tone and clear with positive tone is important, so feelings are not hurt so there are no misunderstandings between mangers and colleagues.
[bookmark: _Toc2043018896]Importance of language 
Language is important when communicating it will help information to be clear with no misunderstandings; this will also build respect and trust with managers and employees. In my workplace there wasn't any clear language between a manger and employee this resulted in misunderstanding due to lack of language skills and there was misunderstanding and trust was lost If good language skills was used this would have a positive effect in my workplace and trust would not be an issue. 
[bookmark: _Toc1699177387]Importance of formality 
Formality is important in the workplace when communicating it helps to keep things organised and professional. Using formality in the correct situation when speaking to mangers or even to customers it will help to build trust and respect between them.  In my workplace this didn't happen as there was a message sent and it wasn't clear and not formal between managers and colleagues this then caused trust to be lost due to misunderstandings between them. The message needed to be more formal and clearer.
[bookmark: _Toc420853025]Verbal and non-verbal communication 
Spoken communication is verbal communication used to share information between managers and employees. Regular team meetings in my workplace help everyone understand tasks and reduce misunderstandings. On one occasion, a colleague used the wrong tone, which upset another employee.
Active listening involves paying attention to the speaker using verbal and non-verbal communication, such as eye contact and asking questions. In my workplace, a colleague did not listen carefully, which led to a mistake. Asking questions would have shown better understanding.
Body language is non-verbal communication shown through physical actions. Good eye contact demonstrates attention and confidence. In my workplace, a colleague-maintained eye contact with the manager, helping to build trust.
Eye contact is a non-verbal communication skill that shows respect, trust, and active listening. During group meetings, colleagues use eye contact to show they understand instructions.
Facial expressions communicate emotions without words. For example, a colleague smiled and nodded while speaking to the manager, showing understanding and agreement.
Posture is the way a person sits or stands. Good posture shows confidence and attention, while poor posture may suggest tiredness or lack of focus. In my workplace, good posture shows respect and attentiveness.
Tone of voice is verbal communication that reflects attitude. A polite tone helps build positive relationships, while the wrong tone can cause misunderstandings. A colleague once spoke to the manager with an inappropriate tone, which affected trust and respect.
Silence is a form of non-verbal communication that allows time for thinking and listening. In my workplace, a colleague remained silent while listening to the manager, showing respect and attention.


[bookmark: _Toc675100981]Written and verbal communication methods in the workplace
	
	What
	How
 it is used
 in my workplace
	Strengths
	Weaknesses
	Recommendations
For improvement

	Verbal
	Phone calls
	To contact customers to let them know about cleaning times
	Questions can be asked and answered clearly 
	Poor connection calls won't be as clear 
	Speak clearly and repeat conversion if needed 

	
	Meetings
	Share information and answer questions 
	Face to face contact 
	Meetings can be too long
	Keep meetings short but clear

	Written
	Emails 
	To send information to managers and employees 
	Can send emails quick and clear 
	Too many emails can be hard to catch up on 
	Keep emails short and clear to read 

	
	Text messages
	To keep customers updated 
	Quick to send and reply 
	Tone can be read the wrong way
	Make message clear by using clear language 



[bookmark: _Toc861986777]Motivation and conflict 
Motivation is when someone will encourage another person to reach a goal that is set, this may be done by giving support by praising them and pushing them to do their very best. This can improve a working environment making it more positive. Intrinsic motivation comes from that person wanting to do it for themselves. Extrinsic motivation can be when a person is motivated by money or even through praise. There are several models that will help to explain the motivation linked below. 
[bookmark: _Toc1376508701]Maslow 
Maslow model is shown as a pyramid with the basic needs at the bottom such as food and support. The higher level would be personal such as confidence this will then help them achieve their goals. Maslow (1943) Steere (1988).
In my workplace managers would make sure employees have the basic needs met like support and a safe environment to work in. Lunch breaks would also be a basic need. Once employees feel safe their confidence will then be better and they will feel more comfortable and tasks will be completed. The strengths of the Maslow model show employees feel supported by managers this then makes for a good work environment. This also helps managers understand what motivates employees to work well this will also help with employee's needs. 
The weakness of this model shows that not all employees work at the same level this will then have a negative effect. Another weakness would be difficulties to motivate employees when everyone is different. 
[image: ]

[bookmark: _Toc868011336]McCelland
The Mccelland model 
This model shows how achievement affiliation and power can affect managements actions. Achievement is when an employee's wants to succeed in their job to reach their goals. Affiliation is when an employee or manger enjoys working as a team. Power is when an employee likes to take charge and have responsibility in the workplace. Henry Murray's (1938).
In my workplace we had an employee who wanted to know everything and took charge of daily tasks. But not all the employees in my workplace liked that. Some just wanted to achieve their daily tasks. Most coworkers just wanted to get along with everyone to make a happier work environment. 
This strength in this model show that mangers understand employees are motivated differently some like achievement while others like to work as a team. Other employees would prefer leadership and the feeling of power. 
The weakness of this model shows that managers find it difficult to motivate different employees not all employees have the same needs. Some employees will be motivated more by achievement while others will feel more stressed. 
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[bookmark: _Toc1594310098]Herzberg model
The Frederick Herzberg’s model shows a two-factor theory which consist of motivation and hygiene factors, motivation factors would be praise from a manger or even responsibility the other factor hygiene consist of having a good relationship with managers, so employees are happy in their workplace. Robbins (2009).
In my workplace managers would make sure employees were praised for good work this would then create a positive environment to work. Managers in my workplace have good relationship with employees they take the time to listen to employee's needs.
The strength of this model showing praise to employees will motivate them more to work and achieve more. Having good relationships with managers and employees will have a positive effect in the workplace.
The weakness in this model assumes that everyone is motivated the same and the hygiene factor is the same but that not the case as everyone is different.

[image: ]

[bookmark: _Toc885172945]McGregor's model
This model shows that managers can treat workers differently based on what impression they give this may make managers think employees can be lazy and will need to be watched. This is based on theory x. whereas theory y managers have a different approach they think employees can work on their own and they are responsible. Some writers think Douglas McGregeor’s theory x and theory y is how to motivate workers others think it's about how managers see and treat people from their appearance. Montana & Charnov (2000)
In my workplace we had a manager who took a dislike to an employee this resulted in the manager always watching the employee thinking that the employee wouldn't do their work. This would relate to theory x.
The strength of this model shows how managers attitudes can influence the employee's performance this can be a positive outcome. 
The weakness of this model shows it doesn't consider different personalities, and personal problems are not considered.  
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[bookmark: _Toc1850048575]Motivation in my workplace
The Herzberg Model explains two factors that affect motivation in the workplace: hygiene factors and motivation factors. In my workplace, hygiene factors are important because cleaners work under time pressure and can become dissatisfied if they feel overworked, unsafe, or unfairly paid. Providing fair pay, a safe working environment, and the correct equipment, such as working hoovers and clean mops, helps reduce frustration and improve job satisfaction.
Motivation factors include recognition, praise, and effective communication. When cleaners are praised for completing work to a high standard, they feel valued and motivated to continue performing well. Good communication also helps employees feel supported and confident in their role.
This model shows that both hygiene and motivation factors are needed to create a positive work environment. As a result, employees feel valued, safe, and motivated, leading to higher standards of work and better relationships between managers and staff.

[bookmark: _Toc297769696]Conflict and impact
Workplace conflict can occur when communication between employees and managers is unclear. This can create tension, reduce trust, and lead to disagreements about work tasks. Employees may feel that managers do not listen to their concerns or that they are being given too much work, which can cause stress and increase absence from work.
It is important for managers to listen to employees, address concerns, and communicate clearly to prevent misunderstandings. Good communication helps employees feel supported and motivated.
The impact of poor communication can be significant. It can damage relationships, reduce teamwork, and create a negative working environment. This makes it more difficult for employees and managers to work together effectively and professionally.

[bookmark: _Toc89492697]Conflict resolution strategy 
A workplace strategy is a plan that helps managers and employees work together to achieve goals. Regular meetings can improve communication by allowing staff to discuss concerns and share ideas. Listening to each other's views encourages teamwork and helps resolve issues professionally, reducing misunderstandings.
When employees clearly understand their roles, they are less likely to feel stressed or overloaded, which helps them complete tasks efficiently. This improves productivity and creates a positive working environment built on trust and respect. Follow-up meetings are important to ensure everyone understands the outcome and is satisfied with any changes made. 
[bookmark: _Toc1664381551]Self assessment, feedback, and gap analysis
[bookmark: _Toc1371583958]self-assessment 
As a manager, I have several strengths, including clear communication, active listening, and remaining calm during difficult situations. I ensure staff understand their tasks, treat them with respect, and encourage them to share any concerns. This helps create a positive and supportive working environment.
To identify my strengths and areas for improvement, I completed a self-assessment and gathered feedback from three people using a questionnaire (see Appendix A). The feedback showed that I am a good listener and provide clear instructions to staff. However, it also highlighted areas for development, particularly responding to messages more promptly and improving my spelling. These findings will help inform my personal development and communication improvement plan in the next.


	skill
	feedback
	What this says

	clarity
	Good
	Strength 

	Active listening 
	Good 
	Strength 

	confidence
	Needs improvement 
	Gap

	Written communication 
	Good but room for improvement with spelling and time responding 
	Gap


[bookmark: _Toc1186648303]Gap Analysis 

	skill
	Current level
	Gap 
	Expected level 
	Evidence 

	Written communication 
	I sometimes take too long to respond to messages, and my spelling can be incorrect
	Will need to improve my speed and then check my accuracy with my spelling.
	To respond quicker to messages and always make sure spelling is correct
	Customer feedback

	Active listening 
	Good but I can lose concertation sometimes and then need to focus
	Take it slow and listen more and focus 
	To listening clearer and then maybe ask question to show I'm listening and I've heard what they said.
	Staff feedback 

	Confidence 
	My confidence needs to improve I need to be surer of myself when speaking to customers
	Need to believe in myself more and don't doubt myself 
	As a manager, I'm expected to be clearer and calmer while being confident when approaching customers, 
	Customer feedback



[bookmark: _Toc629439652]Conclusion 
After completing my gap and analysis and PDP I now understand what skills I'm good at and what I need to improve such as my written communication and time keeping my active listening can have some improvements. Having SMART goals has helped me to have a clear plan going forward. Feedback from customers and staff will help me improve
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[bookmark: _Toc470931162]Appendix A: Questionnaire
1) How would you describe my body language when communicating? 
Answer:

2) How would you describe my tone when speaking to you?
Answer:

3) Are my words clear when I'm speaking to you?
Answer:

4) Do I have good structure when explaining to others? 
Answer:

           5)  In difficult situations do I come across?

       Answer:

  

  
6) When texting does my messages come across clear so you can understand what I'm saying?

Answer:




7)   Do I come across as defensive or can you approach me easily? 

        Answer:














[bookmark: _Toc1081904583][bookmark: _Toc1703943685]Appendix B PDP 



	Development need 
	Smart target
	Action 
	Measure 
	Resources/support 
	Target date 

	Improve my spelling and replying to message quicker
	I will make sure I will reply within a few hours to customers questions.  and check spelling is correct
	I will set up some reminders to reply to messages. I will then use checks for spelling and double check the message before sending 
	Replying within 4hours of receiving message trying to get fewer spelling mistakes
	Asking for feedback on my time keeping and check my spelling for me
	4weeks 

	Improve my confidence when speaking to customers
	Build some confidence to be clear and not doubt myself when in front of customers 
	I would think about what I'm going to say to customers before I approach them and have good body language and tone
	Have a calmer look on things this will help to improve confidence 
	Asking customers and my staff for some feedback on how my confidence has grown
	6-8 weeks 

	Improve my listening skills with my staff
	Improve my listening skills but pay attention when staff talk to me 
	Give all my attention to staff asking them question so I haven't missed anything
	My staff feeling valued and listened too by me 
	Ask staff for some feedback to let me know how I'm doing.
	4 weeks 
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