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[bookmark: _1ci93xb][bookmark: _Toc130759832]Section 1: Explain the relevance of the communication cycle for effective communication in management

Communicating effectively is an extremely important trait for every manager. It is important to familiarize ourselves with the communication cycle and how we can use it as a framework to become a better communicator. We can distinguish several communication models; the most extensive seems to be the one described by Morgan (2017) as “The context of communication” (Fig. 12.2, p. 246). It shows that for effective communication, it is important to consider many different factors as the process of communication doesn’t take place in isolation and is heavily dependent on the context.
The communication cycle is a useful framework for understanding how communication works and how it can be improved in various contexts. Effective communication is critical in management because it enables managers to achieve organizational goals, build relationships, share information, delegate tasks, give feedback, and make informed decisions. A positive and open communication culture in the workplace can also lead to better employee engagement and job satisfaction. By considering the context and using appropriate communication models and theories, managers can effectively communicate their ideas, expectations, and feedback to their teams and stakeholders, which in turn leads to increased productivity and better business outcomes.
[bookmark: _Toc130759833]Section 2: Explain, with examples, the importance of selecting an appropriate tone, language, and level of formality in management communications

Selecting an appropriate tone, language, and level of formality is critical for effective management communications. By considering the audience and adapting the communication style to the situation, managers can improve their ability to motivate, inspire, and engage their team, build trust and relationships with stakeholders, and ultimately achieve organizational goals. The importance of these factors can be seen through various examples:

	Communication Aspect
	Example

	Tone
	· A positive, supportive tone when providing feedback to an employee can create a constructive and motivating environment.
· A professional and respectful tone when communicating with external stakeholders can build trust and establish a positive reputation for the organization.

	Language
	· Technical jargon or acronyms when communicating with non-technical employees can lead to confusion and misunderstandings.
· Overly formal or academic language with front-line employees can create a sense of distance and disengagement.
· Plain language that is easy to understand and relevant to the audience is crucial.

	Level of formality
	· Communicating with senior executives or external stakeholders may require a more formal tone and language.
· Communicating with front-line employees may require a more informal and conversational approach.
· Adapting the level of formality to the situation can establish credibility, build rapport, and create a positive and engaging environment.



[bookmark: _Toc130759834]Section 3: Assess the effectiveness of a range of verbal and written communication methods within your area of the organisation

As an account manager for the recruitment agency, communication is an essential aspect of my role, both in receiving information from the head office and in communicating with employees. The effectiveness of verbal and written communication methods can vary depending on the situation and the audience. Below is an assessment of various communication methods we usually use to communicate with employees and the head office.
	Verbal
	Written

	One-on-one meetings are an effective way to communicate with employees as they allow for immediate feedback and active listening. However, scheduling can be a challenge, and the message may be lost if the employee is not paying attention.
	Emails are the quickest way to broadcast information to employees and allow for the message to be delivered at any time. However, the tone and intent can be lost in written communication, and the message may be misinterpreted or missed by the workers.

	Telephone communication is useful for quick exchanges or for situations where face-to-face meetings are not possible. However, tone and body language cannot be observed, which can lead to misunderstandings.
	Memos are useful for conveying brief messages or updates. They are easily distributable but lack the personal touch of face-to-face or verbal communication.

	Video conferencing is an effective alternative to one-on-one meetings when distance is a factor. It allows for visual cues and immediate feedback, but technical issues can cause disruptions.
	Reports provide detailed information and allow for complex ideas to be communicated. However, they can be time-consuming to create and may not be read thoroughly.



Both verbal and written communication methods have their advantages and disadvantages. It is important to consider the audience and the message being conveyed when selecting a communication method. For quick exchanges, emails and telephone calls may be appropriate, while one-on-one meetings or video conferencing may be necessary for more complex situations or sensitive information. 
[bookmark: _Toc130759835]Section 4: Evaluate theories of motivation relevant to your workplace

Herzberg's Two-Factor Theory (Herzberg, 1964), Goal Setting Theory (Locke & Latham, 1990) and McClelland's Three Needs Theory (McClelland, 1965) are three popular theories of motivation that can be applied in the context of work in a recruitment agency, where employee motivation is critical to success. 
According to Herzberg's Two-Factor Theory, hygiene elements (salary, working environment, and job security) and motivators (recognition, success, and possibilities for growth) are two categories that have an impact on both employee contentment and job satisfaction. In the context of a recruitment agency, hygiene requirements like fair salary and a safe working environment must be met to prevent dissatisfaction. Employee happiness and motivation can be increased using motivators like recognition and opportunity for skill development or promotion.
Goal Setting Theory suggests that setting clear and specific goals, along with feedback and support, can increase employee motivation and lead to better job performance. In the context of a recruitment agency, goal setting can be used to motivate recruiters to achieve specific targets, such as filling a certain number of job vacancies within a set time frame to receive a performance bonus. 
McClelland's Three-Need Theory of management claims that people are driven by three fundamental needs: achievement, power, and affiliation. This theory can also be applied in the context of recruitment agency through understanding the individual needs of employees and aligning them with appropriate job roles and responsibilities. For instance, an employee with a high need for achievement may be motivated by a challenging recruitment assignment and the opportunity to receive recognition and feedback on their success. On the other hand, an employee with a high need for affiliation may be motivated by social interaction with clients and colleagues and the opportunity to work in a team-oriented environment.

[bookmark: _Toc130759836]Section 5: Evaluate the principal factors that may affect performance and motivation in the workplace

I have presented the most important factors that can affect performance and motivation in the workplace in tabular format below:

	Factor
	How it affects performance/motivation

	Leadership
	Good leaders can inspire, motivate, and guide their team, while poor leaders can do the opposite.

	Communication
	Clear and effective communication is essential for a productive workplace. Employees who understand their roles and responsibilities, as well as the goals and objectives of the company, are usually better performers.

	Recognition and Reward
	Rewards in various forms such as promotions, bonuses, and public recognition are excellent in driving performance. Employees who feel appreciated and recognized for their work are better motivated to achieve results.

	Workplace Environment
	A clean, safe, and comfortable work environment can make employees feel valued, motivated and drive better results.

	Work-life Balance
	Employers who promote good work-life balance are more likely to retain employees and maintain a motivated workforce. It is essential for maintaining motivation and performance in the workplace.

	Training and Development
	Investing in employee training and development and providing those opportunities will increase employee retention, performance and will lead to better qualified, more effective workforce.

	Financial Compensation
	Employees need to be compensated fairly for their work to maintain motivation and performance. A competitive salary and benefits package can attract and retain talented employees.




[bookmark: _Toc130759837]Section 6: Select a theory of motivation - apply it to your workplace – evaluate the impact

According to Carpenter, Bauer, and Erdogan (2021) – “The Goal Setting Theory (Locke & Latham, 1990) is one of the most influential and practical theories of motivation” (chapter 6.3). It suggests that individuals are best motivated by challenging SMART goals, as well as by receiving feedback on their progress towards those goals.  To apply the Goal Setting Theory in a recruitment agency environment we can take the following steps:
1. Establish specific and challenging goals for employees in the recruitment agency. For example, goals may include increasing the number of successful placements or achieving a certain level of customer satisfaction.
2. Ensure that employees are involved in the goal-setting process and have input into the goals that are established for them. This can increase their commitment and motivation to achieve the goals.
3. Provide employees with regular feedback on their progress towards their goals. This feedback should be specific, timely, and relevant to the goals they are working towards. For example, regular performance reviews can provide employees with feedback on their progress towards their goals and identify areas for improvement.
4. Encourage employees to set personal goals that align with their professional goals. This can help to increase their motivation and commitment to achieving their objectives.
5. Recognize and reward employees for achieving their goals. This can be done through bonuses, promotions, or other forms of recognition that are meaningful to employees.
The impact of applying the Goal Setting Theory in a recruitment agency environment can be evaluated by measuring employee performance, engagement, and job satisfaction levels. By incentivizing goals with rewards, we can drive performance of both teams and individual employees and increase levels of motivation across the company significantly.
[bookmark: _Toc130759838]Section 7: Develop appropriate criteria to evaluate own ability to communicate effectively    

By regularly evaluating our communication abilities and seeking feedback, we can continuously improve our communication skills and become a more effective communicator. I have produced a series of criteria related to the main components of communication process described by Morgan (2017) to self-evaluate my own abilities.

	Criteria
	Question

	Clarity
	Are my messages clear, concise and easy to understand?

	Active Listening
	Do I actively listen to others, allowing them to express their thoughts and ideas, and responding appropriately?

	Nonverbal Communication and para-linguistic cues
	Do I use as body language, tone of voice, projection, and pace to support my verbal messages?

	Empathy
	Do I demonstrate empathy towards others, and trying to understand their feelings and what’s hidden below the surface?

	Respect
	Do I treat others with respect and professionalism, even in difficult or challenging situations?

	Feedback
	Am I open to receiving feedback and seeking to improve through it?

	Adaptability
	Do I adapt my communication style to different situations and audiences, such as adjusting your language or tone during difficult conversations or choosing appropriate communication channel?



[bookmark: _Toc130759839]Section 8: Collect and analyse feedback on own verbal and written communication skills

I believed my communication skills were generally strong, however feedback from my colleagues revealed that my main weaknesses are verbal communication, non-verbal behaviour, and para-linguistic cues.  Feedback suggests that my strong points on the other hand are written communication, active listening and conflict resolution. 

[bookmark: _Toc130759840]Section 9: Evaluate own communication skills as a manager, identifying strengths and areas for improvement and Produce a PDP to address these

According to the feedback I have gathered an self-evaluation it appears that the specific for improvement in my communication skills are mainly related to verbal communication and non-verbal behaviour. 

	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

	Improve verbal communication skills 
	Attend public speaking events and workshops to practice presenting
	Time in my schedule to attend events. Online resources for learning.
	Successfully deliver presentations with confidence and clarity
	Review progress every 3 months.

	Enhance Non-Verbal Behavior
	Practice and pay attention to positive body language and facial expressions daily.
	Access to learning materials, coaching from a mentor or colleague
	Receive feedback from colleagues that my non-verbal communication has improved.
	Ask for feedback every month



[bookmark: _Toc130759841]References:

Carpenter, M., Bauer, T., & Erdogan, B. (2021). Principles of Management. University of Minnesota Libraries Publishing. (https://open.lib.umn.edu/organizationalbehavior/chapter/6-3-motivating-employees-through-goal-setting/)
Covey, S. R. (2013). The 7 habits of highly effective people : powerful lessons in personal change. Simon & Schuster.
Duck, S., & McMahan, D. T. (2015). Communication in Everyday Life: The Basic Course Edition With Public Speaking. Sage.
Locke, E. A., & Latham, G. P. (1990). A theory of goal setting and task performance. Prentice-Hall.

Herzberg, F. (1964). The motivation-hygiene concept and problems of manpower. Personnel Administration
Maund, A., Schriek, M., & Tinkler, P. (2017). Certificate in higher education: skills for the workplace student yearbook. Sage Publications.
McClelland, D.C. (1965) Achievement Motivation Can Be Developed. Harvard Business Review, 43, 6-25. 
McGregor, D. M. (1960) The Human Side of Enterprise.  McGraw-Hill
Mehrabian, A., (1971), Silent Messages, Wadsworth, ISBN0-534-00910-7
Morgan, P. (2017). Business Student’s Guide To Study And Employability. Sage Publications. Scott, M. J. (1980). GAP, Gap Analysis Project. University of Idaho.
Ryan, R. M., & Deci, E. L. (2000). Self-determination theory and the facilitation of intrinsic motivation, social development, and well-being. American Psychologist, 55, 68-78.



image1.png
PRIFYSGOL CYMRU ———
S Y Drindod Dewi Sant
UNIVERSITY OF WALES

Trinity Saint David





