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Introduction

Communication is discussed in this report regarding the significance of communication in the workplace of a sales assistant in a shop that offers gifts and greeting cards (Fearn-Banks & Kawamoto, 2024). It emphasises the necessity to have regular interactions with customers, colleagues and managers as a means of executing different duties including product orientation, complaint handling, order following, and easing operations. This report reveals that good communication directly affects customer satisfaction, teamwork, accuracy, motivation, and conflict management. The theory on communication, such as the Communication Cycle, is discussed to understand the sharing and understanding of information in the retail setting that includes verbal, non-verbal and written communication. But also, the connection between communication and motivation, performance and conflict are discussed. There is a self-evaluation of the level of communication skills and personal development plan given with the aim of showing how the better communication level will be evident in the performance of an individual, customer service and efficiency in the workplace.

Main Body

Management Communication: Evaluation and Performance
Communication is an element when working in retail because it includes maintaining customer services, staff development, and effectiveness at work. (Taylor et al., 2020). As a sales assistant during a working day, you should be communicating with customers, colleagues and managers of the gift and greeting cards store. This involves providing product advice, product promotions, complaints, display organising, updating stock information and taking orders from the supervisors. It also affects communication on employee motivation, conflict management and the entire customer experience. 

Communication Cycle

Communication Cycle is one of the remarkable models that are applied in elucidating the process of communication in the workplace (Ansgar Zerfaß & Link, 2023). It has the communication stages such as the sender, message, encoding, channel, decoding, receiver and feedback. Communication begins by the sender; information then gets passed on through the message and encoding is the way the message is organised. The retail store can serve as a model in which a gift shop sales assistant is instructed by a supervisor to empty out some cards for Valentine’s Day. The communication is through the supervisor, the message is the instruction and could be in the form of a verbal communication, or written notes (Darics, 2020). How the assistant understands the task and how they justify it or achieve it gives an insight into the role and the necessity of feedback in effective communication.

The Communication Cycle states that effective communication needs to be understood by the recipient also with having prompt feedback, which is paramount in the retail business to prevent setbacks such as faulty display or client dissatisfaction, with regards to promotional pricing. However, this specification does have some flaws; it lacks adequate attention to the obstacles that are the bulk of the background noise, the vast customer base, the potential emotional engagement of the customers and the disparities between the staffs in product knowledge that might pose an obstacle to having effective communication. Such cases can be aggravated during busy periods, and it would require other models to have a well-rounded view of challenges of workplace communication.
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Figure 1: communication cycle

Source: (Lumen Learning, 2023)

Additional Communication Models

Shannon and Weaver Model
Shannon and Weavers model of communication is composed of five key components which are; sender, message, channel, receiver and noise and noise is any elements that obstruct communication. When considering a real case of a retail store that sells gifts and greeting cards, it’s possible to imagine that the instructions can be disrupted by a variety of noises: the background music, communication between clients, and employee interruptions. This is also made more problematic by seasonal periods that gain high traffic like Christmas and Valentines. There are also weekends where there is a lot more activity in the shop and stress in this season that can lead to misunderstanding like a sales assistant misinterpreting a piece of information given by the manager when the consumers are looking to ask questions. Though the model is effective in its process of identifying communication barriers, it entails the distress to minimise distractions and relay sufficient messages, making its weakness be linked to the linear model, which is poor in illustrating the feedback and emotive conversations. This can be applied to retail setting where two-way communications and building of relationships, this is necessary in providing an effective customer service therefore identifying the gaps in the model on social and emotional interaction between workers and customers.
Schramm Model

The communication model of Schramm describes communication as a two-way dynamic process and that communication needs to be shared between the receiver and the sender, as well as needs feedback. It is not as with the linear models, which are oriented more towards interpersonal interaction; however, meaning is constructed through discussion and response The model is particularly applicable to customer service where a customer and a sales assistant are the most suitable examples of how to apply communication in the correct way: One such case happens when a customer requests the sales assistant to fetch them a birthday card; the sales assistant will listen to the customers and come up with a personalised suggestion as per their replies. This interaction brings out the significance of listening related skills, clarification, and responding communication methods which will be crucial in the necessity to comprehend a customer needs. Currently, however, there are shortcomings in the model created by Schramm (Schramm et al., 2024). It assumes a pre-existing shared knowledge which may not exist due to the language barrier, cultural barrier as well as a expectation or product knowledge gap. These differences can cause possible misunderstandings as evidenced by situations in which a customer may put across his request in a bad way or misunderstand policies in the store. 
Comparison of models of communication
Getting into it all, the model of Communication Cycle and the Schramm model would prove the most beneficial to examine a two-way communication in the retail context since both concentrate on feedback and understanding. The Shannon and Weaver model proves to be useful in identifying areas of communication limitations such as noise, interruptions and lack of clarity of channels. Thus, the understanding of the communication at the workplace is enhanced when the models are applied jointly than the pathways where only one model has been utilized (Fan et al., 2025).

 Non-Verbal, Verbal and Written Communication
The communication in a gift and greeting card shop includes all these three communication styles verbal, non-verbal, and written communication and each is important in improving customer service and efficiency at the workplace.  The retail industry is primarily a verbal affair, where verbal communication assists into the retail process by passing and receiving greetings, explaining goods, price negotiating, answering customer questions and complaints. It encourages the real time feedback, which improves customer experience. The misunderstanding or lose of details can be disseminated, however, by the speed of verbal operations, and disengagement of the busy time.

Non-verbal communication is of much essence because the customers tend to react to service delivered depending on the behaviour of an employee and their body language (Pijls et al., 2021). There are other aspects such as eye contact, posture and tone, which have a tremendous influence on the perception of the customers. Good nonverbal communication may lead to a more friendly environment whereas bad ones, with good words, may destroy customer relations. The principle of accuracy and record keeping in the retail environment lies with the written communication i.e. notes, emails and promotion papers. It has a significant role in conveying the policies, pricing, and procedures to staff. However, it must be transparent and renewed at a certain time to avoid misinterpretation and errors. The choice of language, tone, form, and degree of formality are some of the factors that affect effective communication in the workplace (Lasan, 2022). The interactions with customers must be polite and flexible; at times a less official language can be used during interaction with customers complaining and a more detailed language can be applied during the interaction with the customers choosing products. The manner of communicating with the managers should be straightforward and task-focused, but with colleagues, it can be more informal.

 Inhibitors to Communication and Strategies
Various communication barriers can damage performance such as background noise, irritating seasonal time, ambiguity of instructions, emotional customers, and poor understanding of policies, language and lack of feedback. These issues can cause poor pricing, customer dissatisfaction, duplication of work, stock responsibility among employees as well as among themselves and this can affect the influence on motivation of the employees as they may be confused or feel unsupported. One of the ways of surmounting these barriers is by listening since it aids in building understanding and appreciation of customers and other employees (“The Art of Listening: Communication Techniques for Exceptional Customer Service,” 2025). To minimise the misunderstanding, the process may be used to check the understanding by asking the questions and repeating the key information. 
Communication will be more appropriate with unambiguous and definite words in the prices, promotion and instructions and signing the document with the needed information when customers are a lot. Information about promotional material and labeling of the product will go a long way in reducing confusion in the mind of the customer, and being professional in a challenging customer experience is paramount in preventing the emergence of a conflict. In extreme cases, sending complaints to supervisors that can help in improving the general communication. Internet interpersonal feedback among colleagues and supervisors should also be promoted to solve the issues quickly and enhance the communication process. Communication is vital in developing customer satisfaction, collaboration within a team, sales efficiency, and work efficiency. On the contrary, negative communication brings about fear, mistakes and frustration. Retail good performance depends on effective communication skills, since the interaction of motivation, communication and conflict has a great effect on behaviours and performances at the workplace (Chen & Sriphon, 2022). It is necessary to know motivation theories, conflict management in order to make the workplace more effective (Rahim, 2023).

 Motivation Theories

Maslow Hierarchy of Needs
The Hierarchy of Needs according to Maslow unveils how employees are motivated with the basis of the physiological needs, up until the self-actualisation, particularly in retail store. Firstly, are the basic needs, which a sales assistant wants satisfied such as good remuneration and security of job followed by the emotional needs which are independence, respect via establishment of a relationship and appreciation. However, motivation is somewhat complex and discontinuous, and motivation even in bad economic times is sought even when the money is thin. The Two-Factor Theory proposed by Herzberg bring out two categories of motivators namely hygiene factors which are drivers of dissatisfaction i.e. pay and working conditions and true motivators which make the job more satisfying i.e. recognition and responsibility. In the retail scenario, the inappropriate scheduling of shifts can lead to dissatisfaction and positive reinforcement, and new challenges can elevate the level of motivation and performance, i.e. that some hygienic factors can also serve as a motivation factor. Theory X and Theory Y are theories by McGregor that differentiated two approaches to management Theory X: the theory assumes that the staff must be closely monitored, and Theory Y: on the basis of this theory, the staff should be independent. 
The sales assistants will be motivated and win trust since they will be able to deal with some aspects of their retailing duties independently by implementing Theory Y (Mullins et al., 2019). This perspective has been more concerned with the influence of the management approach but is simplistic to different supervisor needs of individual employees. Lastly, the Theory of Needs developed by McClelland singles out three chief motivators namely achievement, affiliation and power. Sales assistants in retail may be sales goal oriented, team oriented or be able to take pleasure in influencing and training others. 
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Figure 2: Maslow Hierarchy of Needs

Source: (McLeod, 2025)

Theory of choice: Herzberg Two-Factor Theory
The Two-Factor Theory by Herzberg has offered an insight to the motivation of sales assistants in a gift and greeting card store as it classifies the factors in the workplace under hygiene factors as well as motivators. Hygiene drivers, such as good wages, regular day offs, comfy working conditions, inclusive management, and manageable work schedules are absolutely crucial; absence of any of these would lead to dissatisfaction and lack of motivation, which will therefore adversely affect the customer service. To give an example, the work schedule and lack of support can be more ambiguous and cause an increase in stress levels among salespeople. 
Motivators, on the other hand, such as recognition, responsibility, achievement and trust can have great impact on the motivation of employees. Once the sales assistants between them perceive their efforts are not appreciated, and they are given tasks to do, they will feel appreciated, hence more punctuality, popularity, not to mention services quality Herzberg points out that money is not the only motivator to high motivation and performance; other important factors include recognition and performance opportunities. However, there exist boundaries on the theory, which suggested that there may be motivators in the form of some hygiene factors, e.g. flexible times, or higher salary, as it will increase job satisfaction. In the retail setting, communication is important in connecting the motivation and performance. A sense of appreciation and motivating employees to work harder by providing clear outlines of their duties, expectations in service, and/or promotions. On the other side, lack of eloquence may cause demotivation of the staff, sowing uncertainty in them, which in the end outweighs their productivity and job satisfaction.
 There are workplace conflicts that can be caused by poor definition of work boundary, customer complaints, or faults and this can be in form of task conflicts, process conflicts or relationship conflicts. These problems may be made worse by lack of motivation, and on the other hand, employees who are motivated are usually cooperative. Thomas-Kilmann Conflict Mode Instrument deems other styles of conflict management, which include competing, avoiding, accommodating, cooperating, and compromising. The collaborating style, focusing on positive problem-solving, is one of them, and it is very effective in the retail environment. As an example, customer complaints can be used as an opportunity to establish relationships and minimize conflict by using active listening and fact-checking as the means of responding to customer complaints, which will lead to the reduction of disputes.
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Figure 3: Herzberg Two-Factor Theory

Source: (G, 2018)

Self-assessment of Communication Skills
Self-assessment is significant as teamwork and individual performance in a retail work environment depends on the effectiveness of communication skills. Communication in a sales assistant position can be judged against these criteria, clarification of speech, listening skills, professional tone, written communication, non-verbal communication, and adaptation to various audience, and feedback, and confidence with handling complaints. The criteria are appropriate since the position involves courteous customer service, sharing of information, teamwork and composure when dealing with challenging customers.

 Nevertheless, some gaps in the areas of improvement were also noticed, with written communication and trust in conflict resolution as the most frequent among them, which mean that the documentation is usually inadequate, and customer complaints may not be properly addressed. The Johari Window can be applied to interpreting feedback; identifying actual strengths and blind spots and using them by leveraging the Johari Window. Strategies are in the open area, and the obstacles, like the better written communication and better conflict management with customers, are located in the blind area. The feedback is critical towards mitigating these blind spots, which is vital in professional development in the retail environment where communication is a key to customer satisfaction. Some of the notable gaps entail the discrepancy between existing written communication habitats and work-related requirements relating to recording notes and solving customer dissatisfactions in a calm and confident tone.

Personal Development Plan

Table 1: Personal Development Plan

	Development Area
	SMART Objective
	Actions
	Support/Resources
	Timescale
	Evidence of Success

	Written communication
	8 weeks, improve the clarity and detail of written workplace messages, including stock notes, rota-related messages and customer issues.
	Use a simple structure: purpose, key details, action needed and deadline. Check spelling and clarity before sending.
	Manager feedback, examples of clear workplace messages and store communication procedures.
	8 weeks
	Messages contain fewer missing details and receive positive feedback from the manager.

	Conflict communication
	Within 10 weeks, improve confidence in handling customer complaints by using active listening and calm, professional responses in at least three workplace situations.
	Listen without interruption, summarise the customer’s concern, explain store policy clearly and ask for manager support when needed.
	Manager coaching, store refund policy and complaint-handling guidance.
	10 weeks
	Complaints are handled more calmly, with improved feedback from manager or colleagues.

	Feedback skills
	Within 6 weeks, request feedback from a manager or colleague at least once every two weeks to improve communication performance.
	Ask for feedback after busy shifts, customer interactions or display/stock tasks. Record key points for improvement.
	Manager or colleague feedback.
	6 weeks
	At least three feedback discussions are completed and actions are recorded.

	Non-verbal communication
	Within 4 weeks, strengthen positive body language during customer interactions by maintaining eye contact, open posture and an approachable facial expression.
	Self-monitor during shifts and ask a colleague to observe customer interactions.
	Colleague observation and self-reflection.
	4 weeks
	Colleague feedback confirms more confident and approachable body language.


Conclusion

The applicability of communication to perform within a gift and greeting card retail shop could be ascertained since the performance will be altered in the way it will affects customer service, teamwork, accuracy and operations of the day-to-day business. Trying to understand the process of creating messages, how to share those messages, interpret and mediate barriers, Communication Cycle, Shannon and Weaver model, Schramm model and the Berlo SMCR model help. Verbal, non-verbal and written communication will be effective to enhance customer satisfaction, correct errors and appreciate colleagues and boost sales. The Herzberg two factor theory is particularly useful because the performance of the retailers depends on the availability of two hygiene factors, such as the working condition and supervision and motivators, such as recognition, responsibility and achievement. Such problems may result in some conflicts like unclear instructions, complaints, workload, and lack of motivation or poor feedback. The Thomas-Kilmann collaborating style is appropriate as it promotes active listening, fairness and problem solving. Finally, self-evaluation and feedback provided the areas of strength and growth as well as the PDP provides SMART actions to achieve communication performance in the future.
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CRAAP model 

Table 2: CRAAP model

	Source
	Currency
	Relevance
	Authority
	Accuracy
	Purpose
	Decision

	Zerfaß & Link (2023)
	Recent
	Relevant to organisational communication management
	Published in Journal of Communication Management
	DOI provided and academic journal source
	To explain communication management in organisations
	Use

	Chen & Sriphon (2022)
	Recent
	Relevant to leadership, trust and communication
	Published in Sustainability
	DOI and peer-reviewed journal source
	To support leadership and workplace trust discussion
	Use

	Darics (2020)
	Recent
	Relevant to workplace digital and non-verbal communication
	Published in International Journal of Business Communication
	DOI and academic source
	To support non-verbal/e-leadership communication
	Use

	Fan et al. (2025)
	Very recent
	Relevant to team communication and shared understanding
	Published in Systems
	DOI and journal source
	To support teamwork and communication performance
	Use carefully

	Fearn-Banks & Kawamoto (2024)
	Very recent
	Relevant to communication during difficult situations
	Routledge academic book
	Publisher and DOI provided
	To support crisis/complaint communication
	Use

	Lasan (2022)
	Recent
	Relevant to formality in written communication
	Published in International Journal of Bilingual Education and Bilingualism
	DOI and peer-reviewed source
	To support language, tone and formality
	Use

	Mullins et al. (2019)
	Recent enough
	Relevant to sales teams, motivation and performance
	Published in Journal of the Academy of Marketing Science
	DOI and strong academic journal
	To support motivation and sales performance
	Use

	Pijls et al. (2021)
	Recent
	Highly relevant to non-verbal staff behaviour and customer value
	Published in Journal of Creating Value
	DOI and academic journal source
	To support non-verbal communication in customer service
	Use

	Rahim (2023)
	Recent
	Highly relevant to workplace conflict management
	Routledge academic book
	Academic publisher source
	To support conflict management discussion
	Use

	Taylor et al. (2020)
	Recent
	Relevant to communication access in retail environments
	Published in Disability and Rehabilitation
	DOI and peer-reviewed source
	To support inclusive retail communication
	Use

	Schramm et al. (2024)
	Recent
	Partly relevant to communication concepts
	Published in Frontiers in Psychology
	DOI and peer-reviewed source
	To support communication concept discussion
	Use carefully

	The Art of Listening (2025)
	Very recent
	Relevant to listening and customer service
	Journal source, but authority should be checked carefully
	DOI provided, but journal quality may need caution
	To support active listening in customer service
	Use carefully
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