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[bookmark: _Toc231131387]Introduction
Communication is an important part of every workplace. It helps managers and employees share information, complete tasks, and work together effectively. Excellent communication can improve teamwork and productivity, while poor communication can cause mistakes and confusion. This report discusses communication theories and models, evaluates their usefulness in the workplace, and examines different communication methods used within an organisation.
[bookmark: _Toc231131388]1. Management Communication (Analysis and Evaluation)
Models
Berlo’s SMCR Model
One communication model that helps explain workplace communication is Berlo’s SMCR Model (1960). SMCR stands for Sender, Message, Channel, and Receiver. The sender is the person who creates and delivers the message, the message is the information being communicated, the channel is the method used to send the message, and the receiver is the person who receives and interprets the information.
In my workplace, managers often communicate instructions to employees through meetings, emails, or verbal discussions. For example, a manager may explain a new procedure to staff before a busy shift. If the message is clear and employees understand the instructions, communication is more likely to be successful. A strength of Berlo’s model is that it highlights the importance of communication skills and understanding. However, a limitation is that it does not focus greatly on feedback, which means it may not always show whether the receiver has understood the message correctly.

Schramm’s Communication Model
Schramm’s Communication Model explains communication as a two-way process where both people act as senders and receivers. The model highlights the importance of feedback and shared understanding. Communication is most effective when both people have similar experiences or knowledge because this helps them understand messages more easily.
In a chip shop environment, managers and employees regularly communicate with each other throughout the day. For example, employees may ask questions about customer orders, and managers can provide guidance or clarification. Feedback allows misunderstandings to be identified and corrected quickly. A strength of Schramm’s model is that it recognises communication as an interactive process rather than a one-way exchange of information. However, a weakness is that communication may still be difficult when people have different experiences, backgrounds, or levels of knowledge.

Comparing the Communication Models
Berlo’s SMCR Model and Schramm’s Communication Model both explain how communication takes place, but they focus on different aspects. Berlo’s model focuses on the key elements involved in sending and receiving messages, while Schramm’s model focuses on feedback and interaction between people. In the workplace, both models are useful because managers need to communicate clearly while also encouraging feedback to ensure messages are understood correctly. Using both models together can help improve communication, reduce misunderstandings, and support effective teamwork.

The Role and Importance of Verbal and Non-Verbal Communication
Verbal communication involves speaking and listening. It is used in meetings, telephone calls, presentations, and everyday conversations. Verbal communication allows people to exchange information quickly and ask questions when clarification is needed.
Non-verbal communication includes body language, facial expressions, eye contact, gestures, and tone of voice. These can influence how messages are interpreted. For example, a manager who maintains eye contact and uses a friendly tone may appear more approachable and supportive.
Both verbal and non-verbal communication are important because they help build positive working relationships and improve understanding between employees.

The Impact of Language, Structure, Formality and Audience on Communication Effectiveness
The language used in communication should be suitable for the audience. Formal language is often used when communicating with managers, customers, or external organisations. Informal language may be appropriate when speaking with colleagues.
Communication should also be structured clearly so that information is easy to understand. In my workplace, customer emails are written professionally, while conversations between team members are usually less formal.
Using the correct language, structure, and level of formality helps ensure that messages are understood and creates a professional image for the organisation.

Barriers to Communication and Strategies to Overcome Them
There are several barriers that can affect communication in the workplace. Language differences can make understanding difficult. Technical issues such as poor internet connections can interrupt communication. Personal factors, including stress and lack of concentration, can also create misunderstandings.
These barriers can be overcome by using clear and simple language, encouraging questions, actively listening, and checking understanding through feedback. Providing staff with communication training can also help improve communication skills.

Assessment of Verbal and Written Communication Methods Used Within the Organisation
Many organisations use a range of communication methods to share information. Emails are commonly used because they provide a written record and can be sent quickly. However, emails can sometimes be misunderstood if the message is unclear.
Meetings allow employees to discuss issues, ask questions, and receive immediate feedback. They are useful for teamwork but can take up a lot of time if not organised properly.
Instant messaging systems are often used for quick communication between staff members. They allow fast responses but can lead to important information being missed if too many messages are received.
Overall, using a combination of verbal and written communication methods helps organisations communicate effectively and meet different communication needs.

[bookmark: _Toc231131389]Reflection on My Own Communication Skills
After reflecting on my communication skills, I believe I have several strengths that help me communicate effectively in the workplace. One of my strengths is listening carefully to customers and colleagues. This helps me understand requests clearly and reduce misunderstandings. Working in a busy chip shop has also improved my ability to communicate politely with a wide range of customers, including those who may be unhappy or in a hurry. I am confident when communicating one-to-one and can explain information clearly when helping customers or working with team members.

Another strength is my written communication. I can write clear messages and follow written instructions accurately. This helps me complete tasks correctly and communicate professionally when needed.
However, there are also areas where I would like to improve. One area is confidence when speaking in larger groups. Although I communicate well with customers and colleagues individually, I can become nervous when speaking in front of several people at once. This sometimes makes me less confident when sharing my ideas during meetings or group discussions.

Another area for development is communicating under pressure. During busy periods in the chip shop, there can be a lot of customer orders and tasks to complete at the same time. In these situations, I sometimes rush my communication, which could lead to information being missed or misunderstood. Improving my confidence and staying calm during busy periods will help me become a more effective communicator.
[bookmark: _Toc231131390]2. Motivation, Performance and Conflict
[bookmark: _Toc231131391]2.1 Motivation and Performance
Motivation is the reason why employees work hard and do their jobs well. In a chip shop, motivated employees are more likely to serve customers quickly, prepare food correctly, work well with colleagues, and maintain good attendance. When employees are motivated, overall performance usually improves.
Maslow’s Hierarchy of Needs
Maslow believed that people are motivated by different levels of needs. These include basic needs such as food and money, safety needs, social needs, esteem needs, and self-actualisation. In a chip shop, employees first want fair pay and job security. They also want to feel part of the team and receive recognition for their work.
One strength of Maslow’s theory is that it recognises that people have different needs. However, a weakness is that not everyone follows the same order of needs, so it may not apply to every employee.
Herzberg’s Two-Factor Theory
Herzberg suggested that there are two factors that affect motivation. Hygiene factors include pay, working conditions, and company policies. Motivators include recognition, achievement, and opportunities for growth.
In a chip shop, employees expect fair pay and safe working conditions. However, they may feel more motivated when managers praise good work or give additional responsibilities. A strength of this theory is that it separates factors that prevent dissatisfaction from factors that create motivation. A limitation is that different employees may be motivated by different things.
McGregor’s Theory X and Theory Y
McGregor believed managers have different views about employees. Theory X assumes employees dislike work and need close supervision. Theory Y assumes employees enjoy responsibility and can motivate themselves.
In a chip shop, a Theory Y approach may be more effective because staff often need to work independently during busy periods. Managers who trust employees and involve them in decisions can increase motivation and confidence. However, some situations may require closer supervision, especially with new employees.

Comparison of Motivation Theories
Maslow focuses on employee needs, Herzberg focuses on satisfaction and motivation factors, and McGregor focuses on management styles. All three theories help explain motivation, but they look at it from different perspectives.
In a chip shop environment, Herzberg’s theory seems the most relevant because both working conditions and recognition play an important role in keeping employees motivated.
Factors Influencing Motivation and Performance
Several factors influence motivation in a chip shop. These include pay, shift patterns, relationships with colleagues, support from managers, recognition, and opportunities to learn new skills.
A positive workplace atmosphere can encourage employees to work harder and support each other. On the other hand, staff shortages, long shifts, and high levels of stress can reduce motivation and affect performance.
Links Between Motivation, Communication and Performance
Communication plays an important role in motivation. When managers communicate clearly, employees know what is expected of them and feel more confident in their roles.For example, clear instructions during busy periods help staff work efficiently and avoid mistakes. Positive feedback and regular communication also help employees feel valued. Good communication can increase motivation, which leads to better performance and improved customer service.

[bookmark: _Toc231131392]2.2 Conflict in the Workplace
Conflict happens when people disagree or have different opinions. Conflict is common in workplaces and can happen between employees, managers, or teams. In a busy chip shop, conflict may occur because of stress, heavy workloads, or misunderstandings.
Causes and Types of Conflict
There are several causes of workplace conflict. These include poor communication, differences in personality, unclear job roles, and disagreements about work tasks.
For example, conflict may occur if one employee feels that another team member is not doing their fair share of the work. Conflict can also happen when employees disagree about how tasks should be completed.
Task conflict relates to disagreements about work, while relationship conflict is based on personal issues between individuals.
How Ineffective Communication Contributes to Conflict
Poor communication is one of the main causes of conflict in the workplace. When instructions are unclear or information is not shared properly, employees can become frustrated.
In a chip shop, conflict may occur if staff are not told about changes to shift times or responsibilities. Misunderstandings can cause tension between employees and managers. Poor communication can also lead to mistakes, delays, and lower customer satisfaction.
Impact of Conflict on Performance
Conflict can have both positive and negative effects. Negative conflict can reduce teamwork, lower morale, and increase stress. This may affect customer service and productivity.
However, not all conflict is harmful. Constructive conflict can encourage employees to share ideas, solve problems, and improve ways of working. If managed properly, conflict can lead to positive changes in the workplace.
Managing Conflict in the Workplace
Managers can reduce conflict by encouraging open communication, listening to employee concerns, and dealing with issues quickly. Team meetings can also help employees discuss problems and find solutions together.
In my workplace, conflict is usually resolved through discussion between employees and managers. By listening to both sides and finding a fair solution, managers can prevent small disagreements from becoming larger problems.
Conclusion
Motivation, performance, and conflict are closely linked in the workplace. Motivated employees are more likely to perform well, provide good customer service, and work effectively as part of a team. Herzberg’s theory is particularly relevant in a chip shop because both working conditions and recognition influence employee motivation. Communication also plays a key role in motivation and performance. Poor communication can lead to conflict, while good communication helps employees feel supported and valued. By managing motivation and conflict effectively, a chip shop can improve employee performance and create a positive working environment.
 How Motivation Levels May Influence the Development or Escalation of Conflict
Motivation can have a direct effect on conflict in the workplace. When employees feel valued, respected, and motivated, they are more likely to work well with others and deal with problems calmly. In a chip shop, motivated staff are usually more willing to help colleagues during busy periods and communicate positively with customers.
However, when employees feel unappreciated, overworked, or unhappy with their working conditions, conflict can develop more easily. For example, if some staff believe they are doing more work than others but are receiving the same pay or recognition, they may become frustrated. This frustration can lead to arguments, poor teamwork, and tension between employees. Therefore, low motivation can increase the risk of conflict, while high motivation can help create a more positive working environment.

Impact of Conflict on Individual and Organisational Performance
Conflict can affect both individual employees and the organisation as a whole. On an individual level, conflict can cause stress, reduce confidence, and lower job satisfaction. Employees who experience ongoing conflict may become less motivated and less productive at work.
In a chip shop, conflict between staff members can make shifts more difficult and affect customer service. Employees may be less willing to support one another during busy periods, which can slow service and increase mistakes.
At an organisational level, conflict can reduce teamwork, lower morale, and increase staff turnover. Customers may notice poor communication or negative attitudes between employees, which could damage the reputation of the business. However, if conflict is managed correctly, it can sometimes lead to improvements by encouraging employees to discuss problems and find better ways of working.

Professional Conflict Resolution Strategy
A professional way to resolve conflict is through open communication and problem-solving. Managers should listen carefully to all employees involved and encourage everyone to explain their concerns respectfully. The aim should be to find a fair solution rather than place blame.
In my workplace, if two employees disagree about responsibilities during a shift, the manager would normally speak to each person separately before bringing them together to discuss the issue. The manager would listen to both sides, clarify expectations, and agree on a solution that everyone understands.
This approach is effective because it encourages respect, reduces misunderstandings, and helps maintain positive working relationships. It also prevents small disagreements from becoming larger problems.

Links Between Communication, Motivation and Conflict
Communication, motivation, and conflict are closely connected in the workplace. Good communication helps employees understand their roles and feel supported by managers. When employees receive clear instructions, regular feedback, and recognition for their work, they are often more motivated.
Higher motivation usually leads to better teamwork and fewer conflicts. On the other hand, poor communication can reduce motivation and create misunderstandings. This can lead to disagreements between employees and negatively affect workplace performance.
In a chip shop, clear communication during busy periods helps staff work together efficiently. When employees feel motivated and informed, customer service improves, mistakes are reduced, and the workplace becomes more productive. Therefore, communication, motivation, and conflict all influence each other and play an important role in workplace effectiveness.
[bookmark: _Toc231131393]3. Self-Evaluation of Communication Skills and Personal Development Plan
Communication is an important skill in my role at the chip shop. Every day I communicate with customers, colleagues, and managers. Excellent communication helps provide good customer service, improves teamwork, and helps the business run smoothly. This section evaluates my communication skills, identifies my strengths and areas for improvement, and includes a Personal Development Plan (PDP).

Criteria Used to Evaluate My Communication Effectiveness
To evaluate my communication skills, I looked at several areas. These included my verbal communication, written communication, listening skills, teamwork, customer service skills, and ability to receive feedback.
These criteria are important because employees in a chip shop need to communicate clearly with customers when taking orders and with colleagues when preparing and serving food. Good communication helps reduce mistakes and improve customer satisfaction.

Feedback Collection and Analysis
To gather feedback, I asked my manager and two colleagues to complete a short questionnaire about my communication skills.
The feedback showed that my main strengths are being polite, friendly, and approachable when speaking to customers. My colleagues said that I listen carefully to instructions and work well as part of a team. Customers are usually served politely and I remain calm during busy periods.
The feedback also identified some areas for improvement. My manager suggested that I could become more confident when speaking up during team discussions and when dealing with difficult customers. A colleague also mentioned that I sometimes hesitate before asking questions if I am unsure about something.
Overall, the feedback was positive and showed that I have good communication skills but still have areas that I can improve.



Strengths and Areas for Improvement
One of my main strengths is verbal communication with customers. I am friendly, polite, and try to make customers feel welcome. I also work well with my colleagues and help maintain positive working relationships.
Another strength is my listening skills. I pay attention to instructions and try to complete tasks correctly. This helps reduce mistakes and improves teamwork.
An area for improvement is confidence. Sometimes I feel nervous when speaking in front of a group or when dealing with customer complaints. I would like to become more confident when expressing my ideas and handling difficult situations.

Gap Analysis
The expected standard in the workplace is for employees to communicate clearly, confidently, and professionally with customers and colleagues.
My current communication skills meet many of these expectations because I communicate politely, listen carefully, and work well within a team. However, there is a gap between my current confidence level and the level expected when dealing with complaints or speaking during team meetings.
To close this gap, I need to improve my confidence and become more comfortable communicating in challenging situations.

Reflection on My Communication Style and Behaviour
I would describe my communication style as friendly, respectful, and cooperative. I enjoy helping customers and supporting my colleagues during busy periods.
I believe my behaviour has a positive effect on the workplace because I try to remain calm and professional. However, I recognise that I sometimes avoid speaking up when I am unsure about something. In the future, I would like to become more confident and proactive in my communication.

Application of Communication Theory
The Communication Cycle can be used to evaluate my communication skills. The model shows the importance of sending clear messages and receiving feedback.

For example, when taking customer orders, I repeat the order back to the customer to confirm that I have understood correctly. This feedback stage helps reduce mistakes and improves customer satisfaction.
The theory highlights the importance of listening and checking understanding, which are both areas where I perform well.
Pdp plan
This Personal Development Plan will help me improve my communication and customer service skills at the chip shop. My goals will help me become more confident when speaking to customers, colleagues, and managers. By working on these skills, I can do my job better, work well with my team, and give customers a good experience.
	SMART Goal
	How I Will Achieve It
	Review Date

	Improve confidence when speaking
	Speak at least once in every team meeting.
	3 months

	Improve customer service skills
	Learn ways to handle complaints professionally.
	2 months

	Improve teamwork communication
	Communicate clearly with colleagues during busy shifts.
	2 months

	Improve listening skills
	Ask questions when unsure and check understanding.
	1 month






















	Skill
	Current Level
	Required Level
	Action Needed

	Customer communication
	Good
	Very Good
	Gain more confidence handling complaints

	Team communication
	Good
	Very Good
	Speak up more during busy shifts

	Confidence
	Average
	Good
	Contribute more in team discussions

	Listening skills
	Good
	Good
	Continue using active listening
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