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1.0 [bookmark: _Toc229309458]Introduction
Effective communication and employee motivation are essential for organisational success. Communication skills assist people to exchange information, develop relationships and work together. Motivation affects employee’s performance, productivity and job happiness. Organisations that adopt good communication and motivate their staff are more likely to achieve their targets and offer a positive working environment.
This study analyses and evaluates some communication models like Communication Cycle, Shannon and Weaver and Schramm’s Model. It will look at the importance of verbal and non-verbal communication, language, formality and the ways of communication used in the workplace. Also, it will discuss basic incentive theories and their application in the workplace. However, the report will discuss the causes and impact of workplace conflict and ways to resolve it.
The report will conclude an assessment of my own communication skills, based on self-assessment and feedback from others. This will help create a gap analysis and a Personal Development Plan to identify areas for development and to support my future professional development.
[bookmark: _Toc229309459]2.0 Management Communication: Analysis and Evaluation
Communication is the process of sharing information, ideas and meaning between people. Effective communication is important in the workplace as it allows teamwork, customer service, problem solving and smooth running of the organisation. According to Duck & McMahan (2019) Communication allows people to convey meaning through both verbal and non-verbal methods.
Communication in organisations is often described as transactional because both parties involved in the interaction can be both senders and receivers at the same time. This means that communication is not just one person talking and another listening, but constant back and forth with feedback, understanding and interpretation.
Communication models can be used to explain the communication process and identify factors that influence effectiveness, to better understand how workplace communication operates. Working at Argos as a customer Assistant, I found that communication was essential when helping customers, communicating with colleagues and completing tasks in the workplace.








[bookmark: _Toc229309460]2.1 The Communication Cycle
The Communication Cycle is a model used to explain how communication happens between people. The model describes communication as a process that involves several stages including the sender, encoding, message, channel, receiver, decoding and feedback. The model is intended to assist in explaining how messages are sent and received in different contexts and environments.
The Communication Cycle begins with a sender who encodes and sends a message through a communication channel. The receiver then decodes the message and provides feedback to confirm understanding. According to Hayes (2019) The Communication Cycle explains communication as a process involving the sender, encoding, message, channel, receiver, decoding and feedback.
One of the benefits of the Communication Cycle is that it points out the importance of feedback, which helps to reduce misunderstandings and increase the effectiveness of communication. This is particularly important in retail environments where errors can impact customer satisfaction and work productivity. A limitation of the model is that it may oversimplify communication. The model does not consider emotional factors, distractions or technology issues that may disrupt the communication process.
[image: ]When I was a Customer Service Assistant at Argos, I used the Communication Cycle on a regular basis when dealing with customers. For example, when a customer came to collect an order, the customer would tell the employee their collection number. The employee would then relay the information to the stockroom team through headsets, and they would go and get the order. When the order was brought to the collection desk feedback from both the customer and stockroom staff confirmed whether the communication had been successful.







[bookmark: _Toc229309461]2.2 Communication Models
The Shannon and Weaver Model is one of the earliest communication models and focuses on communication as a linear process between a sender and receiver. The model incorporates elements such as sender, encoder, channel, decoder, receiver and noise. Noise is anything that interferes with communication. It can be distractions, misunderstandings or technology problems. According to Communication Theory (2024) This model is mainly meant to develop the effective communication between transmitter and receiver. They also figure out variables that disrupt the communication process called “noise”. The model was initially intended to enhance the Technical Communication. It is later widely used in the field of communication.
[image: ]A strength of the model is that it recognises the impact of noise in communication. A weakness is that it presents communication as one-way and gives limited attention to feedback. In my workplace, headset communication was sometimes affected by background noise during busy periods, leading to misunderstandings between shop floor and stockroom staff.












The Schramm’s Model of Communication is a two-way and interactive process in which both persons are the senders and receivers. Schramm believed that, unlike the previous linear model of communication, communication is greatly dependant on feedback and the commonality of understanding between people. The approach also stresses the significance of experience, as people receive messages differently based on their knowledge and background. According to Smith (2020) This is a communication model where the sender and the receiver interact in a circular rather than linear manner. The receiver and sender alternate roles and provide each other feedback to finish the process.
[image: ]A strength of Schramm’s model is its focus on feedback and interaction. However, it assumes both individuals have similar communication skills and knowledge. When I worked at Argos, Schramm’s model was evident when assisting customers, as staff and customers exchanged questions and feedback to reach a shared understanding. 


[bookmark: _Toc229309462]2.2.1 Comparison and Evaluation of Models
The Communication Cycle, Shannon and Weaver Model and Schramm’s Model explain how communication takes place, but each has a different focus. The Communication Cycle promotes feedback and comprehension, whereas Shannon and Weaver emphasise noise and barriers. Schramm emphasises two-way communication and common understanding. The most applicable to my workplace experience of the three models is Schramm’s Model, which is based on continual feedback between staff and customers in the customer service industry.
[bookmark: _Toc229309463]2.3 Verbal and Non-Verbal Communication
According to Adeniran (2025) Verbal communication is the use of spoken words and tone of voice, while non-verbal communication is the use of body language, facial expressions and eye contact. Both forms of communication are vital in the workplace, as they assist employees to share knowledge and develop strong connections.
At my workplace, verbal communication was used to assist customers and communicate with colleagues, while non-verbal communication such as eye contact and positive body language helped create a welcoming environment. A strength of verbal communication is immediate feedback, whereas non-verbal communication can reinforce messages but may be interpreted differently by individuals.
[bookmark: _Toc229309464]2.4 Written and Verbal Communication Methods in the Workplace
Verbal and written communication strategies are used in the workplace to share information, encourage teamwork and provide customer service. Depending on the purpose, audience and urgency of the message, different tactics are chosen. The table presents the communication strategies used at my workplace with the strengths, weaknesses and recommendations for improvement.
	
	What
	How it is used in my workplace
	Strengths
	Weakness
	Recommendations to improve

	Verbal
	Face-to-face communication
	Used when helping customers, answering queries and communicating with colleagues in shop floor
	Immediate feedback, builds relationships, allows clarification
	Information may be forgotten or misunderstood during busy periods
	Repeat important information and confirm understandings

	
	Headset communication
	Used between the shop floor and stockroom to locate stock and organise stock
	Quick and efficient communication
	Background noise can reduce message clarity
	Use message confirmation procedures

	Written
	Emails
	Used for company updates, policies and important information
	Creates a permanent record and can be reviewed later
	Messages may be overlooked or misunderstood.
	Use clear subject headings and concise language

	
	Notice and reports
	Used to communicate procedures, health and safety information and workplace updates
	Provides consistent information for all employees
	Employees may not read all information fully
	Use bullet points and highlights key information


	 
Following these recommendations can lead to more effective communication within the workplace. Better verbal communication would help to eliminate misunderstandings and mistakes, and better written communication would help employees to understand critical information better. This can lead to increased productivity, improved teamwork and higher levels of customer service, which can contribute to a more positive and productive working environment.

[bookmark: _Toc229309467]3.0 Motivation and Conflict 
Motivation is the process which encourages employees to work towards organisational goals. Motivation can be intrinsic such as personal achievement or extrinsic like salary and promotion. There are several theories that explain what motivates employees and how managers might improve the performance in the workplace.
3.1 Maslow's Hierarchy of Needs	
[image: ]According to McLeod (2025) Maslow's Hierarchy of Needs suggests that individuals are motivated by five levels of needs: physiological, safety, social, esteem, and self-actualisation. At my workplace, physiological and safety needs were fulfilled by regular salary, safe working conditions and job security. Social needs were met through teamwork and positive connections with colleagues, while esteem requirements were met through recognition from management. One of the benefits of Maslow’s theory is that it is simple and easy to gasp and utilise in the job. One limitation is that employees may not necessarily go through the hierarchy in the same way, therefore the idea may not apply to everyone equally.









3.2 Herzberg's Two-Factor Theory 
[image: ]Herzberg Two Factor Theory ACCA (2019) says that employee motivation is influenced by two things; hygienic factors and motivators. Hygiene elements are remuneration, working environment, corporate policies and job security which avoid unhappiness. Motivators include achievement, recognition, responsibility and possibilities for advancement which promote job satisfaction and motivation. In my workplace, fair salaries and safe working conditions were necessity for the job for all employees. However, motivation was often boosted when management acknowledge strong performance, commended excellent customer service or gave staff more responsibility. The advantage of Herzberg’s theory is that it makes a clear distinction between elements that prevent dissatisfaction and those that encourage employees. However, a limitation is that people may be driven by different variables based on their unique circumstances, therefore the idea may not apply equally to all employees.
 








3.3 McGregor's Theory X and Theory Y 
McGregor’s Theory X and Theory Y show how manager’s assumptions about employees can affect the way that they behave in their workplace. Theory X assumes that employees do not enjoy work and require close monitoring and control, while Theory Y assumes that employees are self-motivated, responsible and can work on their own. According to Mcpheat (2024) Theory X assumes employees require close supervision, whereas Theory Y suggests employees are capable of self-motivation and responsibility. At my workplace, managers generally used a Theory Y approach, trusting employees to go about their tasks and deliver good customer service without continuous supervision. This created a healthy work environment and encouraged individuals to take ownership of their work. The strength of McGregor’s theory is that it focuses on management style as an indicator of employee motivation. However, one drawback is that employees may not fit neatly into either a Theory X or a Theory Y view and hence the theory may be too simplistic.


[image: ]
3.4 McClelland's Needs Theory 
[image: ]McClelland’s Need Theory is there are three basic wants that drive people such as the need for achievement, the need for affiliation and the need for power. According to McClelland’s Human Motivation Theory - Mindtools (2025) employees are motivated by different needs depending on their personality and experiences, which can influence their behaviour in the workplace. An example of my workplace, a lot of employees with a high demand for achievement would be driven by hitting performance targets and offering great customer service. Those with a high need for affiliation preferred working as a team and developing excellent relationships with colleagues, whereas those with a need for power often wanted to take on more responsibilities or be promoted. One strength of McClelland’s theory is that it understands that employees are driven by diverse motivations. But a downside is that it can be difficult for managers to know which need is more important for each employee.


3.5 Motivation in My Workplace
Herzberg’s Two Factor Theory of Motivation is the most relevant to my experience working as a Customer Service Assistant at Argos of the motivation theories i have reviewed. The theory highlights how both hygienic elements and motivators can affect employee satisfaction and performance. At Argos, salary, company policies, working conditions and job security were major factors. These were crucial considerations in preventing unhappiness among the employees. 
Applying Herzberg's theory to Argos, Galanakis and Peramatzis (2022) demonstrates that while hygiene factors were necessary to maintain employee satisfaction, motivators played a greater role in improving morale, productivity, and customer service.



3.6 Conflict and Impact 
Conflict at work is when there are arguments between individuals, managers or teams and can damage relationships and performance in the workplace. Conflict can be created by several things including poor communication, role confusion, severe workloads, personality differences and lack of cooperation between colleagues.
In my position at Argos there were occasions where conflict did arise during busy periods where staff were under pressure to do many tasks at once. For example, shop floor and stockroom staff availability, which can at times lead to dissatisfaction and disputes. Also, poor communication could result in duplication or negligence of work, which might add to the burden on team members.
Conflict can have several negative impacts on the workplace. This can demotivate staff, create stress, damage workplace relationships and limit productivity. Conflict that is not handled in a retail environment such as Argos could also impact on customer service since employees may be less focused on customer needs. However, disagreement when managing well can lead to discussions, issue solving and improvements in working operations.
In general, it is crucial for organisations to identify and resolve conflict quickly to reduce its influence on employee performance, teamwork and customer satisfaction.
3.7 Conflict Resolution Strategy 
To resolve workplace conflict at Argos, Collaborative conflict resolution strategy would be the most effective way. Collaboration is when everyone gets together to understand what is causing the problem and to find a solution that works for all of them. 
For example, if shop floor staff and stockroom staff were at odds over customer order, my first action would be to get both employees to express their point of view without interruption. This would make everyone feel heard and would help to get to the bottom of the issue. The next stage would be to address the situation together and focus on finding a solution, not blaming. For example, employee could agree to improve communication by confirming collection requests over headset system and repeating crucial information to prevent misunderstandings. Finally, the accepted solution would be monitored, to verify that the issue had been addressed and would not reoccur.
One of the strengths of the collaborative method is that it encourages open communication, active listening and teamwork. The only problem is that it can be quite time-consuming if people are not willing to cooperate. If conflict is managed well, the effect on the workplace is likely to be good. Employees may feel less stressed, have better relationships with colleagues and have greater job satisfaction. Better communication can also mean fewer mistakes, increased productivity and employees can deliver abetter level of customer care. This is likely to result in improved performance by employees and improved effectiveness for the company.



4.0 Self-Assessment, Feedback and Gap Analysis

4.1 Self-Assessment
Self-Assessment is important because it allows a person to know the strengths and weaknesses of communication. Thinking about communication skills help people adapt better working relationships and improve their professional success.
I completed a workplace communication self-assessment questionnaire and a communication style questionnaire to examine my communication skills. Questionnaires measured aspects such as verbal communication, non-verbal communication, active listening, written communication, confidence, professionalism and communication style.
The self-assessment identified strengths in active listening, adapting communication styles and written communication. Results also showed that I am reflective and open to feedback. However, confidence when speaking to authority figures was identified as areas of development.
However, the questionnaires highlighted some areas for development. I scored lower in confidence when speaking in front of groups and in challenging communication situations. The results also suggested that I could improve my confidence when communicating with authority figures and become more comfortable expressing my views in larger meetings. These findings have helped me identify specific communication skills that I can continue to develop.
















4.2 Feedback
Feedback from others is crucial because it provides an outside view on communication skills and can help identify strengths and weaknesses that individuals may not recognise themselves. Feedback helps in self-development and improves communication at the workplace.
To gather feedback, I created a communication questionnaire and asked five individuals to complete it. Four out of five respondents strongly agreed that I listen actively without interrupting others, suggesting that active listening is one of my strongest communication skills. The respondents were similarly positive about my written communication with all participants agreeing or strongly agreeing that my written communication is clear and easy to understand. All respondents also agreed that I constantly reflect on my communication behaviours and explore possibilities for improvement.
The feedback also highlighted areas for growth. Two respondents disagreed that I feel confident speaking in front of groups or in teams, suggesting that confidence in large group settings could be improved. One respondent also disagreed that I remain cool and focused on meetings or group discussions, indicating that I may come across nervous in formal situations.
[image: ][image: ]Overall, the feedback supported the findings from my self-assessment and highlighted confidence in group communication as the main area for development
4.3 Gap Analysis
	Skill
	Current Ability
	Gap
	Required Ability

	Confidence in Group Communication
	I can communicate effectively one-to-one but feel less confident speaking in groups.
	Increased confidence through more participation in discussions and presentations.
	Confidently contribute ideas in meetings and group settings.

	Assertiveness
	I sometimes find it difficult to express my opinions or challenge others.
	Develop greater confidence in expressing views respectfully.
	Communicate opinions clearly and professionally when required.

	Communication with Authority Figures
	I can become nervous when communicating with managers or lecturers.
	Improve confidence and maintain eye contact in professional conversations.
	Communicate confidently and professionally with authority figures.



The gap analysis highlighted three significant areas for development. My self-assessment and feedback both indicated skills in active listening and written communication but also indicated that I lack confidence in bigger group settings and formal interactions. By participating more, requesting feedback and practising professional communication, I hope to strengthen these skills and become a more confident and successful communicator in both academic and corporate situations.

4.4 Personal Development Plan 
Based on the results of the self-assessment, feedback and gap analysis, a Personal Development Plan was created to improve confidence in group communication, assertiveness and communication with authority figures. The full PDP is provided in Appendix A.









[bookmark: _Toc229309486]5.0 Conclusion
The report has taken into consideration the relevance of communication and motivation inside the workplace and how they both contribute to organisational performance. Models of communication such as the Communication Cycle, Schramm Model and Shannon and Weaver Model were reviewed to show how messages are passed, interpreted and understood. The report also considered the significance of verbal and non-verbal communication, tone, language, formality and techniques of communication in the workplace.
It also covered numerous motivation theories such as Maslow’s Hierarchy of Needs, Herzberg’s Two-Factor Theory, McGregor’s Theory X and Theory Y and McClellan’s Motivation Theory. These theories provided explanations for the many aspects the influence the motivation and performance of employees in the workplace.
Finally, the self-assessment, feedback and gap analysis supplied me with useful insight into my own communication skills. Results indicated strengths in active listening and written communication and opportunities for development in confidence in groups and communication in authority figures. My Personal Development Plan will be used to guide implementation of measures that will further develop my communication abilities and improve my future professional effectiveness.
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[bookmark: _Toc229309488]Appendix A – Personal Development Plan
	Development Area
	Goal
	Actions
	Timescale
	Success Measure

	Confidence in Group Communication
	Improve confidence when speaking in groups and meetings.
	Contribute at least once during each module, meeting or group discussion
	3 Months
	Increased confidence and positive feedback from peers and lecture.

	Assertiveness
	Express opinions and ideas more confidently.
	Practise sharing views during discussions and asking questions when clarification is needed.
	3 Months
	Able to communicate opinions clearly and professionally.

	Communication with Authority Figures
	Improve confidence when communication with lectures and senior staff.
	Prepare discussion points in advance and maintain professional eye contact.
	3 Months
	Reduced anxiety and improved confidence during formal conversations.
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