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Introduction

Effective communication and motivation are two of the most important factors that
contribute to success in the workplace. They influence how employees interact with one
another, share information, build professional relationships, and achieve organisational
goals. In modern organisations, employees are required to communicate with colleagues,
managers, and customers daily. Therefore, strong communication skills are essential for
ensuring that information is understood correctly, tasks are completed efficiently, and
positive working relationships are maintained. Likewise, motivation plays a significant role in
encouraging employees to perform at their best, remain committed to their roles, and
contribute to the success of the organisation.

Communication is the process of exchanging information, ideas, thoughts, and feelings
between individuals through verbal, non-verbal, written, and visual methods. Effective
communication helps reduce misunderstandings, improves teamwork, and supports
problem-solving in the workplace. Different communication theories and models have been
developed to explain how information is transmitted and understood. Understanding these
theories can help organisations improve communication processes and create a more
productive working environment. However, communication is not always successful, and
barriers such as noise, cultural differences, and psychological factors can affect how
messages are received and interpreted.

This assignment will examine several key aspects of workplace communication, including
communication models, communication barriers, verbal and non-verbal communication,
tone, language, formality, workplace communication methods, trust, and conflict
management. The strengths and limitations of different communication approaches will be
discussed, along with their impact on employee performance and workplace relationships.
Workplace examples from my experience in the hotel industry will be used to demonstrate
how communication theories and concepts apply in real-life situations.

In addition, this assignment will explore the importance of motivation in the workplace. It
will discuss intrinsic and extrinsic motivation, factors that influence employee performance,
and motivational theories developed by Maslow and Herzberg. These theories will be
applied to workplace situations to show how managers can improve employee motivation,
productivity, and job satisfaction. Finally, the assignment will include a self-evaluation of my
communication and motivation skills, followed by a SMART Personal Development Plan
(PDP) that identifies areas for improvement and outlines specific goals for future
professional and personal development.



Communication

What is communication?

Communication is the process of exchanging information, ideas, thoughts, and feelings
between individuals. It occurs through speaking, writing, and non-verbal methods such as
body language and gestures. Effective communication is essential because it supports
understanding, strengthens relationships, and enables individuals to work together
efficiently in everyday contexts such as school, home, and the workplace.

Communication models are used to explain how information is transmitted and understood
between individuals. One of the earliest models is the linear model developed by Shannon
and Weaver (1949), which describes communication as a one-way process where a sender
transmits a message to a receiver through a channel. The model also identifies noise as any
interference that can distort the message. In a workplace context, this model can be seen in
situations such as managers giving instructions to staff, where information is delivered
quickly and directly. However, a key limitation of this model is the lack of feedback, meaning
misunderstandings cannot be immediately corrected. This makes it less effective in modern
workplaces, where communication is often interactive and collaborative.

In contrast, Schramm'’s Interactive Model (Schramm, 1954) presents communication as a
two-way process that includes feedback between the sender and receiver. This allows both
parties to clarify meaning and confirm understanding. In a hotel workplace, for example,
this model is useful during staff briefings or customer interactions, where employees and
guests can ask questions and respond in real time. Although this improves understanding
and reduces errors, a limitation is that the process can take longer compared to one-way
communication. Despite this, the inclusion of feedback makes it more suitable for dynamic
and fast-changing work environments.

Similarly, Berlo’s SMCR Model (Berlo, 1960) explains communication through four
components: Sender, Message, Channel, and Receiver. It also highlights that communication
effectiveness is influenced by factors such as skills, attitudes, knowledge, and cultural
background. In a workplace setting, this is particularly relevant in hospitality environments
where employees interact with guests from diverse cultural backgrounds. While this model
helps explain why communication may succeed or fail, a limitation is that it does not include
feedback, meaning it does not fully represent modern interactive communication processes.

When comparing these models, it is clear that each offers a different perspective on how
communication works. The linear model is useful for simple instructions, Berlo’s model
explains influencing factors, and Schramm’s model is most effective for real workplace
communication due to its feedback element. Therefore, Schramm’s Interactive Model is the



most relevant in modern organisations because it supports understanding, reduces
misunderstandings, and encourages collaboration.

The communication cycle builds on these ideas by explaining communication as an ongoing
process involving a sender, message, channel, receiver, and feedback. In the workplace, this
cycle can be seen when managers give instructions, employees respond with clarification,
and adjustments are made to ensure tasks are completed correctly. This process is
particularly important in fast-paced environments such as hotels, where clear and accurate
communication is essential for customer satisfaction. However, barriers such as noise,
stress, or time pressure can still affect the cycle and lead to miscommunication. Despite this,
the communication cycle remains highly effective because it reinforces two-way
communication, improves clarity, and enhances teamwork. Overall, it supports the idea that
effective communication is not just about sending information, but ensuring it is accurately
understood and acted upon.

Communication Barriers

Communication barriers are obstacles that prevent people from understanding each other
clearly. Communication barriers can negatively affect the way people share and understand
information. When barriers such as language differences, distractions, or poor listening
occur, messages may become unclear and lead to misunderstandings. According to Bovee
and Thill (2021), effective communication is important for successful interaction and
teamwork. Therefore, overcoming communication barriers helps improve understanding,
cooperation, and relationships between individuals.

Some of these barriers are, psychological barriers theses are caused by emotions such as
stress, anxiety, or anger, which can affect how messages are interpreted. and culture
barriers. Cultural barriers can also create misunderstanding because people from different
cultures may interpret gestures, eye contact, and body language differently,

Effective communication strategies such as active listening, clear language, and cultural
awareness can reduce these barriers. These strategies improve teamwork and reduce
misunderstanding, especially in busy workplaces.

Whatis Verbal and Non-Verbal Communication

Verbal communication involves the use of spoken or written words to share information.
Examples include conversations, presentations, emails, and telephone calls. Good verbal
communication requires clear speech, appropriate language, and active listening.



Non-verbal communication refers to communication without words. It includes facial
expressions, body language, gestures, posture, eye contact, and tone of voice (Mehrabian,
1971). Non-verbal communication is often very effective because it can express emotions
and attitudes more strongly than words.

Both verbal and non-verbal communication work together to improve understanding.
However, when body language does not match spoken words, confusion and mistrust may
occur. An advantage of non-verbal communication is that it can quickly communicate
emotions, but a disadvantage is that gestures may be interpreted differently across cultures.

Tone, Language, and Formality

Tone, language, and formality are important elements of effective communication. Tone
refers to the attitude or emotion shown during communication. A polite and respectful tone
creates positive communication, while an aggressive tone may lead to conflict.

Language refers to the words and expressions used to communicate. Simple and clear
language improves understanding, while difficult vocabulary or jargon may confuse people.
Formality refers to the level of professionalism used in communication. Formal
communication is usually more effective in workplaces because it maintains professionalism
and respect. An advantage of formal communication is that it creates professionalism and
clear boundaries. However, excessive formality may make employees feel uncomfortable or
less confident speaking openly.

Workplace Communication Methods

Different verbal and written communication methods are used in workplaces. Face-to-face
communication is effective because it allows immediate feedback and includes non-verbal
communication. This reduces misunderstanding and improves relationships.

Telephone communication allows quick communication over long distances, but the
absence of body language may sometimes create confusion. Written communication
methods such as emails, reports, letters, and text messages are also widely used (Argenti,
2009).

Emails are fast, professional, and provide written evidence of communication. However,
short messages may sometimes lack detail and create misunderstanding. Text messaging is
useful for quick communication but may appear less professional in formal situations.



Trust in the Workplace

Trust is an essential part of effective workplace communication. It allows employees and
managers to communicate openly and honestly with one another (Mayer et al., 1995).
When trust exists, employees are more likely to share ideas, ask questions, and work
together effectively.

An advantage of trust is that it improves teamwork, motivation, and employee confidence.
However, a lack of trust may create fear, poor communication, and low morale.

Conflict in the Workplace

Workplace conflict refers to disagreements between individuals or groups in an
organisation. Conflict can occur because of poor communication, stress, personality
differences, or unclear job roles (Robbins & Judge, 2019).

Conflict can negatively affect motivation, productivity, and teamwork if it is not managed
correctly. However, some conflict can be positive because it encourages discussion and
problem-solving.

One effective conflict resolution method is collaboration, where individuals work together
to find a solution that benefits everyone. Collaboration is often more effective than
avoidance because it improves communication and mutual understanding.

Conflict can also reduce employee motivation and damage communication between
colleagues if it is not resolved effectively."

Motivation in the Workplace

Motivation is the process that encourages individuals to work towards goals and complete
tasks effectively. Motivated employees are usually more productive, committed, and
satisfied with their jobs.

Intrinsic and extrinsic motivation are two types of motivation that influence employee
behaviour and performance. Intrinsic motivation comes from internal factors, such as
personal satisfaction, enjoyment, or a sense of achievement gained from completing a task.
In contrast, extrinsic motivation comes from external rewards, such as salary, bonuses,
promotions, or recognition from managers. Both types of motivation are important in the
workplace because they encourage employees to perform effectively, achieve goals, and
remain committed to their roles.

Maslow’s Hierarchy of Needs explains that employees are motivated by different levels of
needs, including safety, belonging, esteem, and self-actualisation (Maslow, 1943). In



comparison, Herzberg’s Two-Factor Theory suggests that motivation is influenced by
hygiene factors such as salary and working conditions, and motivators such as achievement
and recognition (Herzberg, 1959).

Maslow’s theory is useful because it explains that people are motivated by different needs.
However, it may not apply equally to every individual. Herzberg’s theory is considered more
practical in workplaces because it focuses directly on job satisfaction and working
conditions.

Motivation in the workplace is the enthusiasm and willingness employees must complete
their work and achieve goals. It can be influenced by rewards, recognition, supportive
management, and a positive work environment. Motivation affects employees by improving
their confidence, job satisfaction, and performance at work. Motivated employees are more
focused, productive, and committed to their responsibilities. Motivation also benefits
organisations because it improves teamwork, increases productivity, and helps achieve
business success. Several factors can affect employee motivation and performance. These
include salary, recognition, opportunities for promotion, working conditions, relationships
with colleagues, and management style. Employees who feel valued and supported are
more likely to be motivated and productive. In contrast, high levels of stress, poor
communication, and lack of recognition can reduce motivation and negatively affect
performance. At my hotel workplace, positive feedback from guests and support from
colleagues can improve motivation, while busy and stressful shifts can sometimes reduce it.

My Workplace examples

Communication Barriers — Workplace Example

At my workplace, communication barriers sometimes occur because the environment can
be very busy and noisy, especially during check-in times. My manager can also be very strict,
which sometimes makes employees nervous and afraid to ask questions. This can lead to
misunderstandings, mistakes, and delays in customer service. These barriers could be
reduced by encouraging open communication, providing clear instructions, and creating a
supportive environment where employees feel comfortable seeking clarification. This would
improve teamwork, reduce errors, and increase customer satisfaction.

Verbal and Non-Verbal Communication — Workplace Example

In the hotel where | work, guests often judge employees based on both verbal and non-
verbal communication. Even when staff speak politely, negative facial expressions or body
language may appear rude or unfriendly. This can create a poor impression and negatively
affect customer satisfaction. To improve communication, employees should ensure that
their body language, eye contact, and facial expressions match their spoken words. This



would help build positive relationships with guests and improve the overall customer
experience.

Tone, Language, and Formality — Workplace Example

At my hotel workplace, employees are expected to use formal and respectful language
when speaking to guests. My manager usually communicates in a formal and strict manner
to maintain professionalism. While this helps ensure high standards of customer service,
excessive formality can sometimes make employees feel hesitant to ask questions or share
concerns. This could be improved by encouraging a balance between professionalism and
open communication. As a result, employees would feel more confident, leading to better
teamwork, communication, and performance.

Workplace Communication Methods — Workplace Example

In my hotel job, face-to-face communication is commonly used between staff and guests
because it allows quick responses to customer needs. Managers also use telephone calls and
messaging apps during busy shifts. These communication methods help information be
shared quickly; however, misunderstandings can occur if messages are unclear or
incomplete. To improve communication, staff should confirm important information and
use clear, professional language. This would reduce errors and improve efficiency during
busy periods.

Trust in the Workplace — Workplace Example

In my hotel workplace, trust is sometimes difficult because the management style can feel
strict. This can make employees uncomfortable sharing opinions or asking for help. A lack of
trust may reduce communication, lower morale, and affect teamwork. To improve trust,
managers could encourage employee feedback, recognise good performance, and
communicate more openly with staff. This would help employees feel valued and confident,
leading to stronger teamwork and better workplace performance.

Conflict in the Workplace — Workplace Example

At the hotel where | work, conflict sometimes happens because employees become stressed
during busy shifts. Managers often encourage employees to resolve disagreements quickly
to avoid affecting customer service. If conflict is not managed effectively, it can reduce
productivity and create a negative working environment. Using collaboration to resolve
disagreements allows employees to share ideas and find solutions together. This improves
communication, strengthens teamwork, and helps maintain high standards of customer
service.

Motivation in the Workplace — Workplace Example
In my hotel job, motivation can sometimes be difficult because the environment is stressful.
However, positive feedback from guests and support from helpful colleagues can improve



motivation and encourage employees to work harder. When employees feel recognised and
valued, they are more likely to be productive, committed, and satisfied with their work.
Managers can further improve motivation by recognising achievements, offering training
opportunities, and providing support when needed. This can lead to improved performance,
stronger teamwork, and higher levels of customer satisfaction.

Appendix Self-Evaluation of Communication
and Motivation Skills

Communication is an important skill that helps individuals share information, build
relationships, and work effectively with others. Overall, | believe that | have good
communication skills, particularly when interacting with colleagues, customers, and
classmates. | am confident when speaking to people and can usually express my ideas
clearly and respectfully.



One of my strengths is verbal communication. In my workplace, | regularly communicate
with guests and colleagues, which has helped me develop confidence in speaking
professionally and politely. | am abl e to provide information, answer questions, and assist
customers in a clear and effective manner. | also have good listening skills and try to pay
close attention when others are speaking. This helps me understand instructions and
respond appropriately.

Another strength is my ability to adapt my communication style to different situations. For
example, | use a more formal tone when speaking to guests and managers, while using a
more relaxed style with colleagues when appropriate. This helps maintain professionalism
while also building positive working relationships.

However, there are areas where | can improve. In busy or stressful situations, | can
sometimes feel hesitant to ask questions or contribute my opinions, particularly when
speaking with senior staff. | would also like to improve my motivation by becoming more
organised and reducing procrastination. Developing these areas will help me become a
more effective communicator and employee.

In conclusion, | believe my communication and motivation skills are generally strong, but
there is always room for improvement. By continuing to develop my confidence,
organisation, and communication techniques, | can become more effective in both academic
and professional environments.

SMART Personal Development Plan (PDP)

SMART Communication Motivation
Area
Specific Improve confidence when speaking in meetings, Build better daily routines and reduce
conversations, and group activities by practising procrastination by staying organised and
clear communication and active listening. focused on goals.
Measurable = Speak at least once in every meeting and practise = Complete at least 80% of weekly tasks
communication skills three times each week. and spend 15 minutes daily on self-
development.
Achievable | Improve through daily practice, communication Use reminders, task lists, and habit
videos, and feedback from others. trackers to stay motivated and
consistent.
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Relevant & | Strong communication will improve confidence,
Time- teamwork, and career opportunities within six
Bound months.

Better motivation will improve
productivity and discipline, with
progress reviewed weekly over three
months.

Personal Development Summary

Based on my self-evaluation, | have identified communication and motivation as two key

areas for development. Although | am confident when communicating with customers and

colleagues, | would like to improve my confidence when speaking in meetings, group

discussions, and other professional situations. To achieve this, | will practise active listening

and clear communication and aim to contribute at least once during every meeting. | will

also seek feedback from colleagues and use online resources to strengthen my

communication skills over the next six months.

In addition, | want to improve my motivation by becoming more organised and reducing

procrastination. | will use task lists, reminders, and habit trackers to help me stay focused

and complete at least 80% of my weekly tasks. | will also dedicate 15 minutes each day to

self-development activities. By following these SMART goals and reviewing my progress

regularly, | aim to improve my confidence, productivity, teamwork, and overall workplace

performance.

Gap Analysis
Area for Development Current level
Confidence in Sometimes hesitant to
Meetings contribute
Motivation and Occasionally procrastinate
Organisation
Professional Good communication skills

Communication

Gap

Speak confidently = Improve

in discussions confidence
Complete tasks Improve time
consistently management
Excellent Further
communication development
skills needed

Communication Skill

Feedback Received

11



Verbal Communication Communicates clearly and professionally
when speaking to others.

Listening Skills Listens carefully and responds
appropriately.

Confidence Generally confident, but could contribute
more during meetings and group
discussions.

Professionalism Maintains a respectful and professional
attitude.

Team work Works well with others and communicates

effectively within a team.

The feedback showed that my communication skills are generally effective, particularly in
verbal communication, listening, professionalism, and teamwork. However, confidence
during meetings and group discussions was identified as an area for improvement. These
findings support the goals outlined in my SMART Personal Development Plan.

conclusion

In conclusion, effective communication and motivation are essential factors that directly
influence employee performance, teamwork, and overall organisational success. This
assignment has demonstrated that communication is a complex process that involves the
exchange of information through different models, each offering different strengths and
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limitations. While linear models are useful for simple and direct communication, interactive
models such as Schramm’s are more effective in modern workplace environments due to
their inclusion of feedback, which helps reduce misunderstandings and improve clarity.

The evaluation of communication barriers, methods, and styles has shown that factors such
as noise, culture, tone, and formality can significantly affect how messages are received and
interpreted. However, these barriers can be reduced through strategies such as active
listening, clear language, and effective feedback systems, particularly in fast-paced
environments like the hotel industry.

In addition, motivation plays a key role in determining employee behaviour and
performance. Theories such as Maslow’s Hierarchy of Needs and Herzberg’s Two-Factor
Theory highlight that employees are influenced by both internal and external factors,
including recognition, achievement, working conditions, and salary. The application of these
theories to workplace practice shows that motivated employees are more productive,
committed, and likely to contribute positively to organisational goals.

Furthermore, the personal reflection and SMART Personal Development Plan have identified
key areas for improvement, particularly confidence in professional communication and time
management. By addressing these areas through structured goals and continuous
development, there is potential for significant improvement in both academic and
workplace performance.

Overall, this assignment demonstrates that effective communication and motivation are
interconnected and essential for success in any organisation. Developing these skills further
will enhance professional confidence, improve workplace relationships, and contribute to
long-term career development.
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