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Communication is an essential part of every workplace because it helps people share information, work together effectively, and complete tasks safely. In a hospital environment, clear communication is especially important because it can directly affect patient care, teamwork and daily operations. This paper will discuss communication models, barriers to communication, verbal and non-verbal communication, motivation theories and workplace conflict within a hospital setting. It will also examine strategies used to resolve conflict and include a self-assessment, feedback, gap analysis and personal development plan to reflect on my own communication skills as a hospital porter. Morgan (2017) explains that effective workplace communication helps improve teamwork, relationships and organisational performance.
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Communication is an important part of any workplace because it allows people to share information, instructions and ideas clearly. Good communication helps staff work together effectively, reduce misunderstandings and complete tasks safely and efficiently. According to Steve Duck (2015), “communication is the transactional use of symbols, influences, guided and understood in the context of relationships.” This shows that communication involves both sending and receiving messages, with feedback helping people understand each other. In a hospital environment, clear communication is essential because staff need to pass on accurate information quickly to support patient care and daily operations. Different communication models can be used to explain how communication works in the workplace, and this report will explore these models and how they apply within a hospital setting.

Barriers to communication in a hospital porter role can affect patient safety and teamwork. Common barriers include background noise in busy wards, unclear or rushed instructions from staff and misunderstandings due to different communication styles. Language differences or medical jargon can also make messages harder to understand. These issues can lead to delays or errors in patient movement or equipment handling. Effective communication can be disrupted by “noise,” which interferes with message clarity and understanding (Shannon and Weaver, 1949).
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The communication cycle explains how information is sent, received, and checked to ensure understanding between people. It involves a sender who creates the message, encoding it into spoken words, writing, or body language, and sending it through a channel such as face-to-face communication or a phone call. The receiver then decodes the message and responds with feedback to confirm whether the message has been understood correctly. This process is often disrupted by “noise,” which can include background distractions, unclear instructions, or misunderstandings. In healthcare settings, the communication cycle is important because it helps ensure accurate information sharing and patient safety. In a hospital porter role, this cycle is used when receiving instructions from nurses about transferring patients or moving equipment, making sure instructions are listened to carefully and repeated back to confirm understanding. A strength of the model is that it encourages clear two-way communication and feedback. However, it can be limited because real-life communication is often more complex and influenced by emotions, pressure, and environmental factors (Lasswell, 1948; Westley and MacLean, 1957
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The Shannon and Weaver model explains communication as a process where a message is sent from one person to another. The model includes a sender, message, channel, receiver, feedback, and noise. Noise refers to anything that disrupts communication, such as distractions, unclear instructions, or background noise (Shannon and Weaver, 1949).
In a hospital setting, a nurse may contact a porter by phone or radio to transfer a patient. The nurse is the sender, the request is the message, and the porter is the receiver. Feedback is given once the task is completed.
A strength of this model is that it is simple and highlights communication barriers. However, it mainly focuses on one-way communication and does not fully consider emotions or body language.
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The David Berlo SMCR model stands for Source, Message, Channel, and Receiver. It explains that communication depends on communication skills, knowledge, attitudes and culture (Berlo, 1960).
In a hospital setting a porter may receive instructions from a ward clerk about transporting equipment. The source is the ward clerk, the message is the request, the channel may be verbal communication and the receiver is the porter. Good communication skills help the message be understood correctly.
A strength of this model is that it explains the importance of communication skills and clear messages. A weakness is that it does not include feedback, so it can seem like one-way communication (Berlo, 1960).
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The Wilbur Schramm model explains communication as a two-way process. Both people act as the sender and receiver because they give feedback to each other. The model also shows that understanding depends on a person’s experience, knowledge and background (Schramm, 1954). In my workplace, this can happen when I speak to a nurse about moving a patient. The nurse explains where the patient needs to go, and I may ask questions if I am unsure. The nurse then responds, creating feedback. This helps reduce mistakes and improves teamwork. A strength of the Schramm model is that it focuses on feedback and understanding. However, it can be weak because it may take more time when both people are constantly responding to each other (Schramm, 1954).
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Tone, language, and formality are very important in a hospital because people communicate with many different individuals throughout the day. As a hospital porter, I speak to patients, nurses, doctors, reception staff, and managers, so the way I communicate needs to change depending on the situation and the person I am speaking to. For example, when talking to patients, I would use a calm, friendly, and reassuring tone to help them feel comfortable, especially if they are nervous or unwell. When communicating with nurses or doctors, my language may be more professional and direct so information is understood quickly and tasks can be completed safely.
Using the correct tone helps create trust and positive working relationships. Patients are more likely to feel respected and supported when staff speak politely and clearly. In the same way, professional communication between staff helps teamwork and reduces the chance of mistakes. Audience awareness is also important because different people need information explained in different ways. Patients may need simple language without medical terms, while healthcare staff may expect more detailed communication.
One positive aspect of adapting tone and language is that it improves understanding and helps communication run more smoothly across the hospital. However, problems can happen if communication is too informal, unclear, or spoken in a negative tone. For example, if a member of staff sounds impatient during a busy shift, it could cause tension between colleagues or make a patient feel uncomfortable. Using complicated medical language with patients may also confuse them and affect their understanding.
Improvements could include staff being more aware of how they communicate during stressful situations and making sure they listen carefully to others. Checking that patients or colleagues understand information could also help avoid misunderstandings. Overall, using the correct tone, language and level of formality has a positive impact on workplace performance because it improves teamwork, patient satisfaction and professional relationships within the hospital.
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In my role as a hospital porter, verbal and non-verbal communication are very important because I work with patients, nurses, doctors, and visitors during every shift. Good communication helps patients feel safe and comfortable, especially when they may already be anxious, unwell, or confused.
Spoken communication is used constantly in my workplace when collecting patients, confirming details with nurses, or giving updates to different departments. For example, before moving a patient to X-ray or theatre, I need to speak clearly and professionally so there is no confusion. Active listening is also important because staff may give instructions about a patient’s condition or mobility needs. Listening carefully helps avoid mistakes and keeps patients safe.
Non-verbal communication is just as important in my role. Body language, eye contact and facial expressions can help reassure patients without saying much. For example, smiling and maintaining calm eye contact can help nervous patients feel more relaxed during transport around the hospital.
Posture and tone of voice also affect communication. Standing confidently and speaking in a calm, respectful tone shows professionalism and helps build trust with patients and staff. Silence can also be useful, especially when patients are upset or in pain, because sometimes giving them time and space is more supportive than speaking constantly.
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Working as a hospital porter both verbal and written communication are essential for patient care and teamwork. Verbal communication is used when speaking with nurses, doctors, patients and other porters. Clear communication helps patient transfers run safely and smoothly. A strength of verbal communication is that information can be shared quickly, but misunderstandings can happen if instructions are unclear or staff are distracted. Staff should speak clearly, listen carefully, and repeat important information when needed.
Written communication is used through emails, transport requests and shift rotas. This helps staff stay organised and provides a record of information. However, messages can sometimes be missed or misunderstood. Using simple language and keeping information updated would improve communication.
Improving both communication methods would reduce mistakes, improve teamwork, and help provide safer and more efficient patient care.
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Motivation is the reason a person chooses to act in a certain way, how much effort they put in and how long they keep going when work becomes challenging. In a hospital porter role, motivation has a direct impact on patient care, teamwork and how safely and efficiently tasks are completed. Motivation can be intrinsic, meaning it comes from within the individual, such as feeling proud of helping patients, making a difference in the hospital, or enjoying being part of a healthcare team. It can also be extrinsic, which comes from outside factors like pay, job security, positive feedback from nurses or supervisors and fair working conditions.
In reality, motivation is closely linked to a person’s needs, values, and personal goals. For example, as a hospital porter, someone may be motivated by wanting to support patient wellbeing, work as part of a team and also meet personal needs such as financial stability and security.
This links to Maslow’s Hierarchy of Needs, which explains that people must first have their basic needs met, such as safety and income, before they can focus on higher-level needs like respect, confidence and personal fulfilment. It also links to Herzberg’s Two-Factor Theory, which shows that good working conditions and pay prevent dissatisfaction, while recognition, achievement and meaningful work are what truly increase motivation.
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Maslow’s Hierarchy of Needs explains that people are motivated by different levels of needs, starting with basic needs and moving towards personal growth (Maslow, 1943). The five levels are physiological needs, safety needs, social needs, esteem needs and self-actualisation. Maslow believed that lower needs should be met before higher needs can motivate a person.
In a hospital porter role, physiological needs include wages that allow staff to live comfortably, while safety needs involve safe working conditions and job security. Social needs can be met through teamwork and positive relationships with other porters, nurses and patients. Esteem needs may come from praise, recognition and feeling respected at work. Self-actualisation could involve learning new skills or progressing into a higher role.
A strength of Maslow’s model is that it is simple and easy to understand. However, a weakness is that not everyone is motivated in the same order of needs.
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Frederick Herzberg developed the Two-Factor Theory to explain what motivates employees at work. The theory is split into two areas: hygiene factors and motivators. Hygiene factors include pay, working conditions, job security, and supervision. If these are poor, employees can become dissatisfied. Motivators include recognition, responsibility, achievement and feeling valued, which help employees feel motivated and satisfied in their role (Herzberg, 1968).
In my role as a hospital porter, hygiene factors include having safe equipment, fair shifts and support from managers. Motivators could include being thanked by patients, praised by staff, or feeling part of the healthcare team. These factors can improve confidence, morale and job satisfaction.
A strength of Herzberg’s theory is that it shows employees are not only motivated by money. Feeling appreciated and respected is also important in maintaining motivation. However, a weakness is that not all employees are motivated by the same factors, so the theory may not apply equally to everyone.
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In my workplace as a hospital porter, Abraham Maslow’s motivation theory is more suitable than Frederick Herzberg’s theory because it focuses on staff wellbeing as well as motivation. Hospital porters work in a busy and physically demanding environment, so feeling safe, supported and valued is important.
Maslow explained that people are motivated when their needs are met gradually. In a hospital setting, this includes fair pay, safe working conditions, regular breaks, and job security. When these needs are not met, staff can become stressed, tired and less motivated to work effectively (McLeod, 2020).
The theory also highlights the importance of belonging and esteem. Hospital porters work closely with nurses, doctors, patients and other staff, so positive teamwork and communication help staff feel respected and included. Recognition from managers or appreciation from patients can also improve confidence and motivation.
Maslow’s theory is more suitable for my workplace because motivation is not only linked to achievement or job satisfaction. Hospital porters need to feel supported and valued to stay motivated and provide a high standard of care. Herzberg’s theory focuses mainly on achievement and satisfaction, which may not fully reflect the pressures of a hospital environment (Herzberg, 1966).
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Workplace conflict refers to disagreements or breakdowns in communication between individuals or teams that affect how effectively work is carried out. In a hospital setting, particularly in my role as a hospital porter, conflict can arise because the environment is fast paced and relies heavily on teamwork and clear communication. One common cause of conflict is poor communication, such as unclear or rushed instructions about patient transfers, equipment movement, or urgent requests. Workload pressure can also create tension when staff are dealing with multiple tasks at the same time. Conflict may also happen because of competing priorities between departments, for example when nurses require immediate support but porters are already busy elsewhere. In addition, unclear roles and responsibilities can lead to misunderstandings about who should complete certain tasks. Feeling undervalued or not respected by others may also contribute to workplace tension.
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The impact of workplace conflict in a hospital can be significant. Conflict can reduce teamwork, slow down patient flow, and potentially affect patient safety and the quality of care provided. It may also create a negative working environment, leading to stress, low morale, and lower job satisfaction for staff. Over time, unresolved conflict can increase sickness absence and staff turnover, placing more pressure on the remaining team. In my role as a hospital porter, this can make communication with nurses and other healthcare staff more difficult and reduce efficiency during busy shifts. However, when conflict is managed effectively, it can also have positive outcomes by identifying weaknesses in communication or working practices and encouraging improvements in teamwork and service delivery.
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A practical way I would deal with conflict in my role as a hospital porter is by using a calm and professional problem-solving approach focused on communication and teamwork. In a busy hospital environment, disagreements can happen because staff are under pressure and patient needs are urgent.
If conflict occurs, I would first stay calm and avoid reacting emotionally. I would listen carefully to the other person, whether it is a nurse, doctor, or colleague, so I understand their concerns and why the task may be urgent. Listening properly can reduce tension because people feel respected and heard.
I would then explain my own situation clearly and politely, especially if I am already completing another urgent task. Honest communication helps prevent misunderstandings and keeps the conversation professional. After this, I would focus on finding the best solution while keeping patient safety as the main priority.
To resolve the issue, I may ask another porter for support, speak to a supervisor, or agree on which task should be completed first. Once a decision is made, I would act quickly to help the department run smoothly.
Handling conflict effectively has a positive impact in the workplace. It improves teamwork and communication between staff, reduces stress during busy shifts, and helps create a more respectful working environment. Most importantly, it supports safe and efficient patient care, as staff can work together more effectively to meet patient needs.
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Self-assessment is important because it helps individuals reflect on their communication skills and identify areas for improvement. In a hospital environment, effective communication supports teamwork, patient care, and safety. After reflecting on my own communication skills, I recognised that I am calm, respectful and a good listener when working with patients and colleagues. However, I also identified that I need to become more confident and assertive in urgent situations. Overall, self-assessment helped me understand both my strengths and areas for development (Moon, 2004).
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Feedback from others is important because it helps people understand how their communication is viewed by colleagues and those they work with daily. In a hospital environment, effective communication is essential for teamwork, patient care and completing tasks safely and efficiently.
To collect feedback, I created a Communication Skills Questionnaire and asked colleagues and people I work closely with to complete it honestly. The questionnaire focused on areas such as active listening, teamwork, confidence, professionalism, empathy, and communication under pressure. A blank copy of the questionnaire is included in Appendix A.
The feedback I received was mostly positive. Colleagues said that I communicate respectfully with patients and staff, listen carefully to instructions, and stay calm during busy situations. They also felt that I work well within a team and maintain a professional attitude. However, some feedback suggested that I could improve my confidence when communicating in urgent situations and become more assertive when dealing with conflict or giving quick instructions. Overall, the feedback helped me recognise both my strengths and areas where I can continue improving my communication skills.


[bookmark: _Toc230716629][bookmark: _Toc230716749]Gap Analysis

A gap analysis helps identify current strengths and areas that need improvement. In my role as a hospital porter, good communication is important for teamwork, patient care, and working safely in a busy environment.


	Communication 
skills
	Current Strengths 
	Areas For 
Improvement 
	Actions To improve 

	Active 
Listening 
	Listen carefully to instructions and patients 
	Improve focus during very busy situations 
	Continue practising active listening and asking questions for clarification 

	Confidence 
	Calm and respectful when speaking to others
	Become more confident in urgent situations 
	Speak up more during busy shifts and team discussions 

	Teamwork
	Work well with colleagues and support the team
	Improve Communication when under pressure 
	Build Confidence through experience and teamwork

	Conflict 
Management 
	Remain professional and polite 
	Be more assertive when dealing with conflict 
	Use Calm Communication and problem-solving techniques 

	Verbal
Communication
	Usually communicate clearly with staff and patients
	Give quicker and clear instructions in emergencies 
	Practise concise communication during fast paced tasks

	Non-Verbal
Communication
	Positive body language and professional attitude 
	Maintain confidence through body language 
In stressful circumstances 
	Improve eye contact and posture when communicating 




Overall, the gap analysis helped me identify areas where I can continue improving my communication skills and confidence in the workplace.
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A Personal Development Plan (PDP) is a useful way of reflecting on current skills, identifying areas for improvement and setting goals for future development. In a hospital environment, strong communication and teamwork are essential to ensure patients are cared for safely and efficiently. Through my self-assessment and feedback from colleagues, I recognised that I am calm, respectful, and work well within a team, but I could improve my confidence and assertiveness in busy or high-pressure situations. This PDP will help me focus on developing these areas by setting realistic goals and tracking my progress. Improving these skills will support both my personal development and my effectiveness within the workplace.
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In conclusion, effective communication plays an important role in a hospital environment because it helps staff work together, supports patient safety, and ensures tasks are completed efficiently. This paper has explored communication models, barriers to communication, verbal and non-verbal communication, motivation theories, and workplace conflict in relation to my role as a hospital porter. It has also helped me reflect on my own communication skills through self-assessment, feedback, gap analysis, and a personal development plan. Overall, the paper has shown that clear communication, professionalism, and teamwork are essential for creating positive working relationships and providing safe, effective patient care.
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Communication Skills Questionnaire
Name of person completing questionnaire: ___________________
Relationship to me: ___________________
Please answer the questions honestly based on how you think I communicate with others.
Rating Scale
1 = Strongly Disagree
2 = Disagree
3 = Neutral
4 = Agree
5 = Strongly Agree
I communicate clearly when speaking to others.
1 ☐ 2 ☐ 3 ☐ 4 ☐ 5 ☐
I listen carefully when other people are talking.
1 ☐ 2 ☐ 3 ☐ 4 ☐ 5 ☐
I speak respectfully to people even during stressful situations.
1 ☐ 2 ☐ 3 ☐ 4 ☐ 5 ☐
I work well as part of a team.
1 ☐ 2 ☐ 3 ☐ 4 ☐ 5 ☐
I explain information in a way that is easy to understand.
1 ☐ 2 ☐ 3 ☐ 4 ☐ 5 ☐
My body language and tone are positive and professional.
1 ☐ 2 ☐ 3 ☐ 4 ☐ 5 ☐
I stay calm when communicating under pressure.
1 ☐ 2 ☐ 3 ☐ 4 ☐ 5 ☐
I show empathy and understanding when talking to others.
1 ☐ 2 ☐ 3 ☐ 4 ☐ 5 ☐
I deal with conflict professionally and respectfully.
1 ☐ 2 ☐ 3 ☐ 4 ☐ 5 ☐
Overall, my communication skills are effective.
1 ☐ 2 ☐ 3 ☐ 4 ☐ 5 ☐
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	Development
Area
	Current 
Position
	Goal 
	Action Needed 
	Timescale
	Success 
Measure 

	Confidence in Urgent Situations
	Calm when speaking to calm and patients but sometimes hesitant under pressure
	Become more confident and assertive in busy situations 
	Speak up more during handover and urgent tasks
	3 months
	Able to communicate clearly and confidently during busy shifts

	Communication
under Pressure
	Usually communicate well but can rush when stressed
	Improve clear and concise communication 
	Practise active listening and repeat key information when needed 
	Ongoing
	Fewer misunderstandings and improved teamwork 

	Conflict 
Management 
	Stay polite and professional
	Become more confident resolving disagreements 
	Use calm problem solving techniques and seek advise from supervisors if needed 
	3-6 Months
	Handle conflict more effectively without increasing tension 

	Non-verbal 
Communication
	Positive body language most of the time
	Maintain confident body language during stressful situations 
	Improve posture, eye contact and tone of voice
	Ongoing
	Patients and colleagues respond positively 
	

	Team Communication 
	Work well with colleagues 
	Improve teamwork and communication across departments 
	Communicate more regularly with nurses and staff during busy periods
	Ongoing
	Better work relationships and smother teamwork
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