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Introduction to Communication
Communication is when information is exchanged between individuals or groups. We communicate with other to express our thoughts and feelings, our wants and needs, to share ideas, to solve problems, to develop and maintain a rapport, to build personal/ professional relationships and to gain and build trust with those we are communicating with, whether it be our colleagues or friends. 
There are various steps in the communication process. Firstly, the Sender- the one that starts the communication process and encodes what they are trying to communicate- this varies depending on what is being communicated/ situation etc. Then there’s the receiver, who must decode and interpret the information that has been communicated to them. 
There are different types of communication, these include Verbal, Non- Verbal, Written and Visual. These can be communicating face to face, over the phone, via email, Microsoft teams/ Skype/ Zoom, Sign Language, Letters, Videos etc. 

Barriers to Communication

There can also be barriers with communication, these can be environmental barriers- i.e., loud background noise, poor internet connection (if communicating via Microsoft teams/zoom), climate of the environment being too hot or cold. Emotional Barriers to communication could include anger, grief, anxiety and pride. Perceptional barriers that can impact effective communication include stereotyping due to personal or past experiences and different views/ expectations and beliefs. Physical barriers can also have an impact on effective communication, examples of these being time, architecture, distance, message misinterpretation etc. Language barriers can occur in the workplace, especially larger organisations with more employees.  These barriers can to communication could be improved or removed with some simple changes or alterations such as change of environment or room, language lessons or use of interpreters, using a different method to communicate etc. 

Relevance of the Communication Cycle for effective Communication in management
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Berlo’s Model of Communication starts off with the sender this is the persons/ group who sends the message to the receiver. The sender is also the encoder. The second step in Berlo’s Model of Communication is the message, the Message is the information that the Sender is sending to the receiver- the message can be communicated through the preferred method in which they choose to communicate the message, whether it be verbally, via email etc. The third step to Berlo’s Model of Communication is the Channel, the channel is the method used to send the message. The receiver being the final step of Berlo’s Method of Communication, this is the individual/ group who receives the coded message and must decode and interpret the message received. 

I work in the healthcare sector and in my workplace, we work as part of an MDT of healthcare professionals, we hold weekly meetings to discuss our caseloads, usually these meetings are held over Microsoft Teams to accommodate each member of the team and their schedules, this can often have its downfalls due to barriers such as poor internet connection, too many individuals talking over one another, background noise etc. These barriers can often result in misinterpreted information being received or information being missed or not picked up on. 
It’s important to ensure that the sender communicates the information effectively using an appropriate channel, depending on what they are trying to communicate in my workplace, as poor communication or misinformation could lead to issues such as colleagues/ MDT misinterpreting information, misdiagnoses, confidentiality breaches, wrong treatment/ care plans being followed or put in place and various other problems. 

Using the correct tone, language and formality in the workplace is crucial in ensuring effective communication and professionalism is always upheld. Communicating with your team using the wrong tone, language and formality can cause several issues with your team such as a lack of trust, lack of motivation, misperceptions and information being interpreted incorrectly. It is important to ensure when communicating in the workplace, the message your sending is clear, and timing of message is crucial. Doing this can lead smooth day to day running of workplace, less conflicts, better understanding, results in less mistakes being made and can give more time for feedback.

Although I feel each step of Berlo’s Model of Communication is quite detailed and flows well, it doesn’t say whether the receiver receives the message exactly how the sender sent it. But communication won’t always be perfect, the receiver will decode the message and interpret it their own way, some parts of the message may be missed etc. The only thing I could suggest is if the receiver doesn’t fully understand what the sender is communicating with them, then maybe reach out to them and explain that they don’t understand the message fully. Also, if the receiver is unsure of a message, then maybe communicate back to the sender using a better or preferred, alternative method of communication. If communicating with the sender in person then you could gage what the sender is trying to communicate by looking at their body language, facial expressions, reactions and what gestures they are using. This way it could result in more effective communication and correct information being received. I feel it’s better to sometimes check what is being communicated if unsure, to prevent any mistakes, conflicts etc. So, although I feel Berlo’s Communication Model can be effective, communication isn’t always smooth. 

An Example of Communication from my Workplace when the sender of the message hadn’t checked if me, the receiver, had received the message correctly would be when I verbally asked my manager if I could take a day’s annual leave, he confirmed I could verbally, but I would need to book it formally and he would need to authorise it before I could. I put the formal request in for annual leave and he hadn’t authorised it formally. I turned up for work on the day I had requested leave because it hadn’t been authorised formally. My manager appeared confused and asked why I was in work when I should be on leave. I mentioned that he had forgotten to authorise it. On reflection there was confusion between the both of us, he thought verbally consenting to me having leave was sufficient and I thought it wasn’t because it wasn’t formally authorised. 

Explain, with examples, the importance of selecting an appropriate tone, language and level of formality in Management Communications

Tone- It is important to ensure that the correct and an appropriate tone of voice is used when communicating with your colleagues. Using an appropriate tone can impact a variety of things in the workplace as a manager. Such as the way the individual you’re communicating with perceives you, the way they interpret the message/ information you’re giving them, the trust they have in you, the rapport and relationship you build with your colleagues and your team’s productivity and motivation. It is important to be mindful and adjust your tone depending on the situation i.e., when requiring to be empathetic to a colleague i.e., if their dealing with a personal issue etc. 
Language- It’s important as a manager to use appropriate language when communicating with your team. Ensure that the correct language is used whether it is being used in formal or informal communication. It must be clear what is trying to communicate and what is expected from your colleagues.  Ensure what you’re trying to communicate with your team is clear, refrain from using slang, jargon or abbreviations as this can cause confusions and lead to individuals misinterpreting the message. It is also important to use inclusive language as a manager as every individual you work with are different. An example of inappropriate language would be speaking to your colleagues, like you would your friends and family outside of work whilst in a formal meeting. 
Formality- Formal communication in the workplace helps colleagues establish an understanding of what is expected from them, it helps set clear boundaries between disciplines, it can improve efficiency and aid in workplace productivity, it can prevent errors and mistakes happening and it’s more effective if managers want to communicate important information to their team. Both formal and informal communication has its place in the workplace, it’s about using either at the appropriate times. Formal communication would be setting a date and time and arranging a team meeting to discuss an important matter. An informal example of communication in the workplace would be just having a brief chat, passing by that may not be of importance. 
Letters- When communicating via letters, it is important to ensure you use clear, precise and professional language, whether it being sent to an internal or an external source. It is important to communicate appropriately and ensure the message you’ve written in the letter is clear, so it is unlikely to be misinterpreted. Ensure correct grammar is used, no slang or jargon. In my workplace we occasionally send out easy read appointment confirmation letters externally to our clients with cognitive difficulties that require/ request them. 
Formal Meeting- Effective communication is crucial in formal meetings as sensitive, confidential information could be being discussed. It is important to ensure appropriate language, tone, pitch and pace, listening skills and body language etc is used when in a formal meeting. In my workplace we have weekly formal referral meetings, due to the number of new referrals that come into the service weekly, it is important that the correct language, tone and listening is used as we need to be clear on what discipline to assign the patient to, to prevent us from making mistakes, to prevent breaches of confidentiality etc. 

Policies- Every workplace has policies and procedures that each colleague must adhere to. Policies should be written using formal language and be written clearly for the employee to understand. If policies aren’t written using, clear formal language it could cause employees misinterpreting and not following them. Although not legal framework, employees must follow their workplace’s policy, if they don’t it could lead to disciplinary action. 

Assess the effectiveness of a range of verbal and written communication methods within my area of the organisation.

We have a weekly formal new referrals and caseloads meeting every Thursday in my workplace. The meeting is held in a meeting room, where all disciplines are invited to attend most of the team will attend in person, but we also send out a Microsoft teams link out to the colleagues that cannot make it into the office that morning due to other work commitments, due to us being a community team we aren’t always in the offices. The meeting has a set agenda every week and minutes are taken at every meeting. Any issues or concerns are brought up at the end of each meeting. The team manager will always chair the meeting and the team secretary would be taking the minutes. 

Verbal- Formal Meeting
	
	Advised/ Suggested
	Actual Evidence in Workplace
	Comments

	Tone
	Clear, precise, appropriate tone to the situation of the meeting and what is being discussed at the time
	Correct and appropriate tone is always used and taken on board when these meeting take place, due to the formality. Occasional raising of pitch does need to happen for those who are attending via Teams and have background noise.
	The manager who chairs our weekly meetings and does most of the talking uses an appropriate, professional tone as do other team members when they speak during the meeting. The tone used coincides with what is being discussed at the time. Although he does have to change the pitch of his tone for those to hear who are attending the meetings on Teams.

	Language
	Professional, Appropriate Language is to be used during our Formal Meetings.
	We use professional language in our formal referral meetings to discuss our caseloads and refrain from using any slang or inappropriate speech. Although we do occasionally use medical abbreviations. 
	We try and use correct and appropriate language in our meetings due to the formality of them, although medical abbreviations are used. Everyone taking part in the meeting knows what the abbreviations mean.

	Formality
	Our weekly referral & caseload meeting is a formal meeting.
	Meeting is formally held in the meeting room weekly at a set time, set agenda is followed, always chaired by manager or most senior colleagues, all disciplines attend, and minutes are taken.

	Our referrals and caseload meeting being formal works well in our workplace as it ensures every discipline knows what it is expected of them. It also prevents misunderstands etc.



Non-Verbal- Letters
	
	Advised/ Suggested
	Actual Evidence in Workplace
	Comments

	Tone
	Clear, precise wording in the letters. Try to empathetic and not appear blunt.
	When we write letters, we ensure we use the correct tone and language and in the format which is most suitable to the receiver. 
	We ensure that all letters are written appropriately to the individual we are sending them to. Letters are only usually sent out externally for appointments and when we discharge patients.

	Language
	Clear, no slang, jargon and occasionally in our workplace provide easy read and letters in the medium of Welsh to those who require.
	We ensure that appropriate language is written in our letters before sending we have them checked over.
	We use clear language in our letters and never use jargon or slang. We do send letters in Welsh if required or in an easy read format. We ensure were inclusive to everybody. 

	Formality
	To be written in a professional manner, using correct language and grammar, headed with the health boards logo and signed with the senders’ names and job title.
	All letters are written formally and are headed with the Health Boards Logo and are signed from the sender, including their job title. 
	Ensuring letters, we send are formal prevents any misunderstandings and ensure the recipient knows exactly where the letter has come from.




Evaluate Theories of Motivation Relevant to your workplace
Motivation is a word used to describe when an individual has a goal or desire, they want to reach. Motivation is what pushes or guides an individual to reach their goals. I think motivation is important in the workplace as it shows individuals are passionate about the job they are doing. Motivation in the workplace strives individuals to reach their targets and hit their deadlines on time. Below I will briefly discuss four motivational theories that apply to workplaces and then I will choose a theory which best fits my workplace.
Maslow- Maslow developed a motivational theory called the Hierarchy of needs, a five-tier model of human needs. Maslow’s Hierarchy of needs model tier starting from the bottom (Most important needs) then working its way to the top (Least important), needs on the bottom to be satisfied before the needs on the top of the tier. The needs from the bottom to the top are- Physiological (food, clothes, water), Safety (job security), love and belonging (friendship), esteem and then lastly self-actualization. Maslow has developed this theory not only taking into consideration deficiency needs, but growth needs also. Deficiency focusing more on the physiological and growth focusing more on the psychological. 
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Hertzberg- Herzberg’s motivation theory is a two-factor theory which consists of motivational factors and hygiene factors. The motivational factors being recognition, status, promotion, growth and the Hygiene factors include salary, job security, working relationships etc. Herzberg’s findings show that the motivational factors are mainly associated with job satisfaction and the hygiene factors are linked more to job dissatisfaction. 
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McClelland- McClelland’s theory focuses on three needs, need for power, need for achievement and need for affiliation. Those with the needs for power don’t necessarily want to take control of everything, but want to motivate, influence and delegate things to those around them. Those who obtain the need for achievement want to go above and beyond in what they do and usually want to do better than their colleagues. Lastly the need for affiliation, these individuals are the social ones, they strive to fit in, these are the people pleasers, they motivated to feel accepted. 
Mc Gregor- Mc Gregor’s X and Y theory, split into two sections, Theory X is where the manager thinks of their team to have very little motivation and drive, don’t like their work, need incentives etc. so they would normally be micromanaging their team, ensuring the work gets completes. Then there’s Theory Y where the manager believes that his team enjoy their work and take pride in what they’re doing. This approach shows that managers have faith and trust their employees to do a good job.

Evaluate principal factors that may affect performance and motivation in the workplace

Below I have chosen some principal factors that may have an impact on an individual’s performance and motivation- 

Salary- An extrinsic factor, and a big motivator. The higher your salary the more likely you are to be motivated to deliver. Although in my work place your likely to be paid a higher salary if you’re a qualified healthcare professional with a degree. Those who aren’t qualified are still on a competitive salary.
Recognition- Being recognised for good work is a big motivator. We can get nominated/ awarded for team or employee of the month in recognition for doing a good job. Recognition from management and fellow colleagues is an extrinsic factor.
Personal Life- An individual’s personal life can affect the way they perform in the workplace. If they are dealing with personal issues or a grievance at home, then this may have a negative impact on their performance. Personal life issues are an intrinsic factor.
Non-Monetary Incentives- An extrinsic factor. Non-monetary incentives could include a day out of the office completing a fun team building activity, leaving work an hour earlier on a Friday etc. Non-monetary incentives are large motivators and make the individual want to strive to work their best. It also makes the individual feel more valued and recognised by their manager. 

Select a theory of motivation and apply it to our workplace
The theory best applied to my workplace is Herzberg’s Theory. I have chosen this theory as I feel the Motivational factors of the theory are what makes the colleagues feel job satisfaction. I’d say that most of my colleagues do the job they do because they have a passion for the role, it motivates them to want to give the best to the Individuals we work with. We get regular recognition from management when we are working well or our work is noticed, the health board I work for often recognise employees and teams that are working well by awarding the with employee or team of the month. We are offered various growth opportunities by completing additional training, courses to increase our personal development. Although the positive motivational factors outweigh the hygiene factors in my workplace, they still exist. The hygiene factors in my workplace which can occasionally cause job dissatisfaction include salaries i.e., individuals with similar job descriptions on different salaries and relationship with peers i.e., some colleagues may not get along with their peers which can cause dissatisfaction. 

Develop Appropriate Criteria to evaluate own ability to Communicate Effectively

 I have created a table with the data/ feedback I have gathered from my colleagues on how effectively they think I communicate. When asking my colleagues for their feedback on the effectiveness of my communication, I ensure that I covered all aspects and skills that it requires to be an effective communicator. 

I asked my colleagues to score me on each of the communication qualities I have included on the table below, from 1-5. 
Score Key-
1-Very Poor
2- Poor
3- OK
4- Good
5- Very Good
	
	
	Vic E
	Anthony
	Kevin
	Buddug
	Leanne
	Vic W
	Amanda
	Total

	Body Language
	5
	4
	3.5
	4.5
	4
	4
	4
	25

	Gesture
	5
	4.5
	4
	4
	4
	5
	5
	31.5

	Tone
	4
	3.5
	3
	4
	3.5
	4
	3.5
	25.5

	Language
	4
	3
	3
	3.5
	4
	4
	3
	24.5

	Pitch & Pace
	3.5
	3
	3.5
	3
	4
	3.5
	3
	23.5

	Listening Skills
	4.5
	3
	2.5
	2.5
	3
	4
	3
	22.5

	Empathy and Emotional Intelligence
	4
	4
	4
	4
	4
	4
	4
	28



Collect and Analyse feedback on own verbal and written Communication skills

On analysing the feedback received on my verbal and written communication skills from my colleagues, I have identified my strongest areas of communication are gestures, empathy and emotional intelligence, tone and body language. The areas of communication I lack in are language, listening and pitch and pace. I have created a gap analysis and Personal development plan to work and improve on my current communication weaknesses. 


Evaluate own communication skills as a manager, identifying strengths and areas for improvement-

Gap Analysis
	Objective

	Current Position

	Deficiency

	Action


	What do I want to do?

	What can I already do?
	What am I lacking?
	How do I fix this?

	


   Language
	

 Sometimes when under pressure I can forget to use correct/ professional language.
	

 Confidence speaking in large groups. 
	

Communicate with my colleagues/ team individually when I can. Take time to think before speaking. 

	 
Listen
	 
I listen quite well, but sometimes I get carried away and lose concentration quickly.
	
 Concentration,
Absorb information in team meetings due to not Active listening.

	
Go into a situation open minded and have a positive attitude towards the situation. Put more effort in to concentrate. Speak to my fellow team members to see if they interpreted the meeting the same way as me or take notes when I attend meetings.

	

Pitch and Pace
	
I can maintain a good pitch and pace when speaking individually to my colleagues.
	
 When communicating in a large group with my entire team, I can often lack confidence and stumble on my words, speak too fast or too quiet. Often results in me having to repeat myself.
	
Practice speaking to my team more often, have what I want to communicate written down beforehand. If possible, speak to my colleagues 1:1.



PDP- Personal Development Plan 

	Objectives
	Tasks
	Success Criteria
	Time Frame
	Resources

	List your Goals
	What do you need to do to achieve these goals?
	How will you identify your success? 
	When do they need to be done by?
	Who or what do you need to help you?

	 Be able to communicate consistently using correct Language
	 More confidence
	Communicating regularly
	6 Months
	Encouragement from team members and management. Self Confidence. 

	
Active Listening without getting distracted
	
Go into meetings with an open mind and positive attitude
	
Knowing if I’ve taken all the information on board after team meetings 
	
6 Months
	
Positive attitude and open minded to new ideas. Minute/ note taking when possible.

	
Work on my Pitch and Pace
	
Support from colleagues and practise speaking in groups. Confidence and not to worry about what others will think of me/ pride.
	
By asking team members for feedback every so often
	
6 Months
	
Support from colleagues and management in workplace.
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