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[bookmark: _Toc229303739]1.0 Introduction 
Effective communication plays an important role in successful management and workplace performance. Managers use communication every day to share information, solve problems, organise staff and help employees stay motivated (Morgan, 2017). Communication is not just about giving instructions, as the way a message is understood depends on how it is received and interpreted by others (Duck & McMahan, 2015). This means that even when the correct information is given, misunderstandings can still happen if communication is unclear or poorly delivered.
Within a school transport environment, communication is extremely important because it directly affects areas such as punctuality, safeguarding, teamwork and customer satisfaction. Drivers, escorts and managers need to communicate effectively with schools, parents, pupils and colleagues throughout the day to ensure services run safely and efficiently. For example, if route changes or delays are not communicated clearly, it can quickly lead to confusion, complaints from parents and disruption to the service. Poor communication may also affect staff morale and working relationships, particularly in busy or stressful situations. In contrast, effective communication can help build trust, improve teamwork and create a more positive working environment.
This report will discuss the communication cycle and communication models, barriers to communication and ways these barriers can be reduced within the workplace. It will also examine verbal, non-verbal, written and digital communication methods, along with the importance of tone, language and formality in management communication. In addition, the report will explore trust, workplace conflict, motivation theories and factors that affect motivation and performance. Finally, the report will evaluate my own communication skills using feedback, gap analysis and a personal development plan linked to my role within a school transport workplace.

[bookmark: _Toc229303740]2.0 Communication Cycle and Communication Models 
The communication cycle involves a sender, message, channel, receiver and feedback (Duck & McMahan, 2015). The sender first encodes the message by turning ideas or information into words, while the receiver decodes the message by interpreting and understanding what has been said. Feedback is important because it confirms whether the message has been understood correctly. Noise refers to anything that interrupts or affects communication, such as distractions, unclear wording or poor timing.
For example, within a school transport workplace, a manager may contact a driver to explain a route diversion or a change to a pickup point. If the driver repeats the information back to confirm the details, this shows that the message has been understood correctly and reduces the chance of mistakes being made.
Shannon and Weaver’s communication model explains how messages are sent from a sender to a receiver and how communication can be disrupted by noise (Shannon & Weaver, 1949). One of the strengths of this model is that it is simple and easy to apply to workplace communication, particularly when clear operational instructions need to be given quickly. However, the model mainly focuses on one-way communication and does not fully consider relationships or discussion between people.
Schramm’s model views communication as a two-way process where feedback and shared understanding are important (Schramm, 1954). This model is more realistic in workplace settings because employees often need to ask questions, clarify information and discuss problems before full understanding is achieved. A weakness of the model is that the process can take more time, particularly in busy working environments.
Berlo’s SMCR model focuses on the source, message, channel and receiver, while also recognising the importance of communication skills, attitudes, knowledge, culture and social background (Berlo, 1960). This is particularly useful in management because different people may understand information differently depending on their experience or background. In a school transport workplace, this is important when communicating with parents, schools, drivers and pupils from different backgrounds.
Overall, each communication model focuses on different aspects of communication. Shannon and Weaver’s model focuses mainly on how messages are transmitted, Schramm’s model focuses on interaction and feedback, while Berlo’s model highlights the importance of understanding the audience. In my workplace, Schramm and Berlo’s models are especially useful because communication often requires feedback, clarification and adapting messages to suit different people and situations.

[bookmark: _Toc229303741]3.0 Barriers to Communication and How They Can Be Reduced 
There are many barriers that can affect communication in the workplace, including poor phone signal, unclear instructions, stress, distractions, language differences, assumptions and poor timing. These barriers can easily lead to misunderstandings, mistakes and reduced workplace performance (Duck & McMahan, 2015). In a busy school transport environment, communication problems can quickly affect both staff and service users if information is not shared clearly.
For example, if a route change is communicated too late or explained unclearly, a driver could collect pupils from the wrong pickup point. Likewise, if employees are stressed or distracted, they may miss important details or misunderstand instructions. This can create confusion, delays and frustration for both staff and parents.
Managers can help reduce these communication barriers by using clear and straightforward language, checking that staff understand instructions properly and encouraging employees to ask questions if they are unsure about anything. Choosing the most suitable communication method is also important, as some situations may require verbal communication while others may be better communicated in writing. Active listening is another important part of effective communication because it helps identify misunderstandings before they become larger problems. Covey (2004) highlights the importance of listening to understand others before responding, which can help improve communication, reduce conflict and create better working relationships.

[bookmark: _Toc229303742]4.0 Verbal, Non-Verbal, Written and Digital Communication 
Communication in the workplace can happen in different ways, including verbal, non-verbal, written and digital communication. Verbal communication includes meetings, team briefings and phone calls. One of the main advantages of verbal communication is that people can ask questions and receive immediate feedback, which helps avoid confusion. In a school transport environment, verbal communication is especially important when dealing with urgent issues such as route changes, vehicle breakdowns or staffing problems. However, verbal communication can also have disadvantages because spoken information may be forgotten or misunderstood, and there is usually no permanent record of what was said.
Non-verbal communication includes body language, facial expressions, eye contact, posture and gestures. These forms of communication can strongly affect how messages are received and understood (Duck & McMahan, 2015). For example, remaining calm and maintaining positive body language can help reassure staff and parents during stressful situations. On the other hand, negative facial expressions or an impatient tone may create tension or make communication appear aggressive, even if this was not intended.
Written communication includes emails, reports, safeguarding records, route sheets and other formal documents used within the organisation. Written communication is useful because it provides consistency, accountability and a permanent record that can be referred back to if needed. This makes it appropriate for incidents, complaints, safeguarding concerns and formal instructions. However, written communication can sometimes be slower than verbal communication, and tone may be misunderstood if messages are too brief or unclear.
Digital communication is also widely used within school transport operations. This includes messaging apps, scheduling systems and GPS tracking updates. These communication methods can improve speed, organisation and efficiency, particularly when staff are working across different locations. However, digital communication can also create problems if there are technical issues, poor signal, or too many messages being sent at once, which may lead to important information being missed.

[bookmark: _Toc229303743]5.0 Tone, Language and Levels of Formality     
Managers need to adapt the way they communicate depending on the situation and the person they are speaking to (Morgan, 2017). The tone used in communication is important because it can affect how messages are received and how employees respond. A respectful and professional tone is more likely to encourage cooperation and maintain motivation, whereas an aggressive or impatient tone may cause defensiveness or tension within the workplace.
For example, saying to an employee, “You are late again” may sound confrontational and could lead to a negative reaction. In comparison, saying “Please ensure tomorrow’s pickup is on time” communicates the same message in a more professional and constructive way. This shows how tone can influence workplace relationships and communication effectiveness.
Different situations also require different levels of formality. Formal communication is usually more appropriate for complaints, safeguarding concerns, disciplinary matters and communication with schools or parents. Informal communication may be more suitable for everyday reminders, rota changes and general team coordination. In a school transport environment, managers need to understand when formal or informal communication is most appropriate in order to maintain professionalism while still supporting positive working relationships.
The language used should always be clear, professional and easy to understand. Using jargon, vague wording or unclear instructions can easily create confusion, especially in busy operational environments where staff need accurate information quickly. Clear communication helps reduce mistakes and improves overall efficiency.

[bookmark: _Toc229303744]6.0 Trust, Conflict and Conflict Resolution 
Trust in the workplace means that employees feel management is honest, fair and reliable. Trust is normally built through consistent communication, honesty, respect and good teamwork (Griffith & Dunham, 2015). In a school transport environment, trust is extremely important because schools and parents depend on staff to provide a safe, reliable and professional service every day. When communication is clear and staff feel supported, working relationships are usually stronger and teamwork is more effective.
Conflict can happen in any workplace and may develop because of rota disagreements, lateness, misunderstandings, workload pressure or complaints from staff or customers. In school transport, stressful situations and time pressures can sometimes increase tension between employees. If conflict is not managed properly, it can lead to stress, low morale, poor teamwork, absenteeism and reduced performance.
Managers should deal with conflict in a professional and fair way by listening carefully to everyone involved, remaining neutral and identifying the facts before making decisions. It is also important to agree on practical solutions and review progress afterwards to make sure the issue has been resolved properly. For example, if two drivers disagree about route allocations or working hours, management should clearly explain how rota decisions were made and ensure that staff feel the process is fair and consistent.

[bookmark: _Toc229303745]7.0 Motivation Theories 
Motivation can be described as the reason people put effort into their work and what encourages their behaviour and performance. Intrinsic motivation comes from personal satisfaction and enjoyment in the job itself, such as taking pride in doing a job properly or helping children get to school safely. Extrinsic motivation comes from outside rewards or pressures, including pay, overtime, praise from managers or opportunities for promotion.
Maslow explained motivation through different levels of needs, including security, belonging and esteem (Maslow, 1943). In a school transport workplace, reliable wages, safe working conditions and job security may help meet lower-level needs, while recognition, praise and opportunities for progression may help employees feel valued and motivated at a higher level.
Herzberg separated motivation into hygiene factors and motivators (Herzberg et al., 1959). Hygiene factors, such as wages, policies and working conditions, may prevent dissatisfaction, but they do not necessarily motivate employees. Motivators, such as achievement, responsibility and recognition, are more likely to increase job satisfaction and improve performance.
McGregor developed Theory X and Theory Y, which focus on different management assumptions about employees (McGregor, 1960). Theory X assumes employees need close supervision and control, whereas Theory Y assumes employees are self-motivated and willing to take responsibility. In a school transport environment, experienced drivers are often more motivated when they are trusted to carry out their work independently rather than being constantly monitored or controlled.
As well as Maslow, Herzberg and McGregor, McClelland’s theory of needs can also be linked to my workplace. McClelland identified three main motivators: the need for power, achievement and affiliation. In my workplace, my manager demonstrates a strong need for power because he is very assertive, confident when making decisions and comfortable taking control of situations. This is especially noticeable during operational issues such as route changes, staffing problems or dealing with complaints, where strong leadership and clear direction are needed. His communication style is very direct, which helps ensure instructions are followed and tasks are completed efficiently.
However, this type of leadership style can also affect team relationships. Although being assertive can help maintain organisation and control, it may sometimes come across as too direct or authoritative if it is not balanced with empathy and good communication. This links to the feedback I received about my own communication style, where I was sometimes perceived as aggressive. Reflecting on this made me realise that I may have picked up some of these communication behaviours from the management style around me.
There are also examples of the need for achievement within the workplace because there is a strong focus on meeting targets, maintaining punctuality and providing a reliable service. However, the need for affiliation seems less noticeable because communication is often more task-focused than relationship-focused. This shows the importance of balancing different motivational needs within management, as stronger relationships and better communication could improve teamwork, morale and overall workplace performance.

[bookmark: _Toc229303746]8.0 Factors Affecting Motivation and Performance 
Motivation and performance in the workplace can be affected by a number of different factors, including the quality of communication, leadership style, recognition, workload, fatigue, relationships with colleagues, work-life balance and opportunities for training and development. Employees are usually more motivated when they feel supported, respected and clear about what is expected from them. Good communication is important because staff are more likely to feel valued when managers communicate clearly and recognise good performance and achievements (Herzberg et al., 1959).
In a school transport environment, pressure from tight schedules, delays or unclear communication can negatively affect morale and motivation. For example, if drivers are given unrealistic timings or last-minute changes without proper communication, this can create stress and frustration within the team. On the other hand, supportive leadership, fair treatment and clear communication can help employees feel more motivated, committed and confident in their roles. When staff feel appreciated and supported, it can also improve teamwork, reliability and the overall quality of service provided.

[bookmark: _Toc229303747]9.0 Evaluation of Own Communication Skills 
Effective communication can be measured through different skills such as speaking clearly, listening effectively, maintaining professionalism, showing empathy, having confidence and being able to communicate well in writing. In my own role, I believe some of my strengths are staying calm under pressure, being approachable and maintaining a professional attitude when dealing with schools, parents and colleagues. These skills are important in a school transport environment where situations can change quickly and communication needs to remain clear and professional.
However, there are also areas where I know I need to improve. One area is building more confidence in formal meetings and professional discussions, as I sometimes feel more comfortable communicating in informal situations. Another area for improvement is adding more detail and structure to written reports and emails to make sure information is always clear and fully understood.
Reflective practice is important because it allows individuals to recognise both their strengths and weaknesses and identify ways to improve their workplace performance (Morgan, 2017). It also supports continuous personal development and helps improve communication and professional skills over time (Maund et al., 2017).
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The communication skills questionnaire (see Appendix A) was used to collect feedback from colleagues about my communication style and how I interact with others in the workplace. Overall, the feedback showed that my communication is generally clear and professional, especially during day-to-day work situations and operational tasks.
However, one of the main points raised was that my communication can sometimes come across as aggressive or too direct, particularly when I am under pressure or dealing with stressful situations. This made me realise that although my intention is usually to be clear and efficient, the way my tone is delivered may not always be received positively by others.
The feedback highlighted the importance of not only what is being communicated, but also how it is communicated. Tone, body language and delivery can all affect how messages are interpreted by other people (Duck & McMahan, 2015). It also reinforced that communication is a two-way process, where both the sender and receiver influence how messages are understood and responded to.

[bookmark: _Toc229303749]11.0 Gap Analysis 
A gap analysis was carried out to identify the difference between my current communication skills and the level required for effective management within a school transport environment. This analysis is based on self-reflection and feedback collected from colleagues.
Currently, I demonstrate strengths in clear verbal communication, professionalism and the ability to remain calm in routine situations. I am able to give instructions clearly and maintain good working relationships with colleagues, parents and schools. However, the feedback identified several gaps that need to be addressed to improve my effectiveness as a manager.
The most significant gap is related to my communication tone. Although I aim to be direct and efficient, my communication style is sometimes perceived as aggressive, particularly when I am under pressure. This indicates a gap between my intention and how my communication is received, highlighting the importance of adapting tone and delivery.
Another gap identified is confidence in formal communication situations such as meetings and professional discussions. While I communicate effectively in informal settings, I need to improve my ability to contribute clearly and confidently in more structured environments.
In addition, there is a gap in written communication. Although my written messages are generally clear, they can lack detail and structure, which may lead to misunderstandings or the need for further clarification.
Finally, while my listening skills are generally effective, there is room for improvement in active listening, particularly in busy or stressful situations where I may focus more on responding than fully understanding.
Addressing these gaps will help improve my overall communication effectiveness, strengthen professional relationships and support my development as a more effective and adaptable manager within the school transport environment.

[bookmark: _Toc229303750]12.0 Personal Development Plan (PDP) 
	What do I want to do?
	How can I do it?
	What support and resources will I need?
	How will I measure success?
	Target Date for Review

	
Improve my tone in verbal communication to avoid being perceived as aggressive.


	I will pause before responding, use more polite phrasing, and focus on delivering messages in a calm and supportive manner, especially in stressful situations.
	Feedback from colleagues, self-reflection, and guidance from communication theory (e.g. tone and active listening).
	Reduced negative feedback about tone and improved responses from colleagues during conversations.
	6 weeks

	
Improve confidence in formal communication such as meetings and professional discussions.



	I will prepare key points before meetings and actively contribute to discussions.
	Meeting opportunities, preparation time, and feedback from managers or colleagues.
	Increased participation in meetings and positive feedback on clarity and confidence.
	8 weeks

	
Improve clarity and structure in written communication.


	I will plan written messages more carefully, use clear structure, and review emails before sending.

	Examples of professional writing, feedback from colleagues, and time for proofreading.
	Fewer follow-up questions and improved clarity in written responses.
	6 weeks

	Improve active listening skills during conversations.
	I will avoid interrupting, summarise what others say, and ask clarifying questions.
	Practice in daily interactions and feedback from colleagues.
	Improved feedback on listening skills and fewer misunderstandings.
	8 weeks
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This report has shown that communication and motivation are essential in a school transport workplace. Communication models help explain how messages are sent, received and misunderstood. Managers must reduce barriers, choose suitable communication methods and use professional tone.
Trust and fair conflict resolution support stronger relationships and performance. Motivation theories show that staff perform better when recognised, respected and supported.
Personal reflection identified both strengths and areas for improvement, leading to a practical development plan for future management effectiveness.

Written communication was rated as clear but basic, with some respondents suggesting that more detail and structure would improve clarity. Tone in written communication was generally appropriate, although consistency could be improved.
A key theme across responses was that my communication style can sometimes be perceived as aggressive or overly direct, particularly when under pressure. Respondents suggested that I could improve by using a more supportive tone, showing more empathy and allowing more time for discussion.
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[bookmark: _Toc229303754]Appendix B: Communication Skills Feedback Questionnaire
Respondents were asked to reflect on my communication style and provide feedback based on the following questions:
How effective do you find my communication overall?
Do I express my ideas clearly and persuasively?
How well do you think I listen to others during our interactions?
Do I adapt my communication style effectively to different people and situations?
How appropriate and effective is my use of non-verbal communication?
Does my body language support or hinder my ability to communicate effectively?
How effectively do I give and respond to feedback?
Are my written communications (emails, reports, etc.) clear and easy to understand?
Is the tone of my written communications appropriate and consistent?
What areas of my communication would you suggest I work on improving?

[bookmark: _Toc229303755]Appendices C – Summary of Feedback Responses
The results from the communication questionnaire gave me a better understanding of both my strengths and the areas where I still need to improve. Overall, the feedback showed that my communication is generally clear and professional, especially in everyday workplace situations. Most people felt that I communicate instructions clearly and handle day-to-day communication well, which is important in a busy school transport environment.
When it came to adaptability, the feedback was more mixed. Some people felt that I adjust my communication style depending on who I am speaking to, while others felt that I can sometimes be too direct and do not always adapt my approach depending on the situation. This made me realise that I need to think more about how different people may respond to my communication style, especially during stressful situations.
The feedback about my listening skills was mostly positive, with many respondents saying that I listen well and allow others to speak without interrupting. However, there were also comments suggesting that this can become less consistent when I am under pressure or trying to deal with problems quickly. This shows that I still need to improve my active listening skills, particularly in stressful situations.
Non-verbal communication was seen as one of my strengths. Most respondents felt that my facial expressions and body language are generally professional and appropriate. This suggests that I do show emotional awareness when communicating with others, which is important for maintaining positive workplace relationships.
My written communication was also viewed positively overall, with most people agreeing that my emails and written messages are clear and understandable. However, some feedback suggested that I could improve the structure and detail in my written communication to make messages even clearer and reduce the need for follow-up questions.
One of the most positive areas of feedback was my willingness to reflect and improve. Most respondents agreed that I am open to feedback and willing to work on my communication skills. I believe this is important because good communication skills develop over time through reflection and experience.
Confidence when speaking in front of groups was also rated positively, which suggests that confidence itself is not a major issue for me. However, the feedback showed that confidence does not always mean communication is delivered in the best way.
The main point that appeared throughout the feedback was that my communication style can sometimes come across as aggressive or overly direct, particularly when I am stressed or under pressure. From reviewing the feedback, it seems that the issue is more about my tone and delivery rather than a lack of clarity or confidence. Because of this, my main area for development is improving the way I communicate during pressured situations so that my messages are delivered in a calmer and more supportive way.
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