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[bookmark: _1ci93xb][bookmark: _Toc128122699]Section 1: Communication

Introduction

Communication is the transactional use of symbols, influenced, guided, and understood in the context of relationships. Duck, S & McMahan. D.T, (2015), P.5

Communication is a process that involves sending and receiving messages, either verbally or non-verbally. There are many ways to communicate. Verbally includes talking face-to-face, or on the phone, non-verbally includes a written letter, email, or text, and gestures such as hand movements and facial expressions.  Communication aims to get a point across, give and receive information, understand people’s feelings and emotions, and teach and be taught new information. With communication comes barriers, which include language, cultural, environmental, physiological, personal, and psychological barriers. Not all forms of communication are suitable for everyone.

[bookmark: _3whwml4][bookmark: _Toc128122700]1.1 Explain the relevance of the communication cycle for effective communication in management 
The relevance of the communication cycle for effective communication is it helps you achieve your aim,  helping improve how to communicate effectively by analysing communication skills to discover what can be improved on and what you excel in. 

[image: Shannon Weaver Model of Communication - 7 Key Concepts (2023)]
Drew. C (March 2023)
The Shannon-Weaver model of communication is designed to develop effective communication between the sender and the receiver. It identifies the most important components of any communication process. 
This communication cycle is made up of five steps. 
Step 1 - the Sender. The sender is the information source, deciding what information is transmitted,  and to whom. The source must be able to communicate with the chosen receiver, know their attitude and knowledge, and design the message to meet the needs effectively. For example, during my interview for my current job, the manager communicated well, he was friendly and approachable recognised I may have nerves so was clear and knowledgeable about the role without over-doing the amount of information.
Step 2 – encoding. This is the process of encoding the communication message into words, symbols, and gestures that can convey meaning (Gold, T, n.d.), Included is the content, how is the message structured, grammar, barriers.
Step 3 -  the channel refers to the medium used to deliver the message. Will it be face-to-face, do you need to consider the environment? Is it noisy? Can they hear clearly? Does the receiver have any hearing difficulties? If the channel is visual, for example TV or PowerPoint then can the receiver see the message? The channel chosen depends on the message being delivered. If you have a sensitive topic that needed addressing, it is more appropriate to have the conversation face-to-face. Whereas general information could be delivered via email or letter. 
Step 4 – The Decoder - This is the person that receives the message decoding the words symbols and gestures to form meaning. If the message is via email or text, the receiver should read the information and avoid distractions. If the message is face-to-face, then the receiver should be actively listening to the information provided. If the environment is noisy, some information could be missed or wrongly interpreted. 
Step 5 - The Receiver who needs to consider all the information and contents from the source so that they can respond to the sender effectively. Different people receive information in different ways. When communicating you need to be aware of people’s emotions and understanding of certain topics. 
 Feedback is important as it allows the sender to check whether the right message has been received. If the message was misunderstood, the sender can re-send the message in a different context or with more information so that the receiver understands. A message is only successful if both the sender and receiver interpret the message in the same way.
When communicating with someone in the workplace there needs to be a clear and relevant aim for the message. The information needs to be appropriate for the situation and should be easily interpreted by the receiver. An example of this is when I first started my job, I was told my hourly rate and that this would be reviewed after six months. After a year this was not reviewed so I decided to have a discussion with the manager regarding a pay rise. I thought about how I was going to approach the situation and made clear points as to why I felt I deserved a pay rise. The conversation was held in the manager’s office, in quiet surroundings so information could be received easily without any noise distractions. Whilst talking to the manager I made my point clear about how I have improved and helped the company and brought up the fact that when I was appointed I was told the pay would be up for discussion after six months. I kept good eye contact, gave clear information, and came across confident. The manager’s response was to talk to other management and get back to me. He did this and I was awarded the pay rise. My aim going into the discussion was to get a pay rise and the outcome was that I achieved my aim. The manager’s tone was formal and the discussion we had was very formative. 
[bookmark: _2bn6wsx]    When communicating it is important to get information to the receiver/s effectively. If there is a sense of urgency for the message to be received, for example in my workplace, a staff member from the store needed to relocate to a different store for that shift. A text message was sent. This was not replied to, and the staff member ended up coming to their original workplace. Due to management not checking that the employee had received the message, the other store ended up being short-staffed. The most effective way to give this message would have been to phone the employee and speak to them, they would know that the message had been received. Another example would be if a manager wanted to arrange a staff meeting for a month’s time. They could put a letter up on the works notice board or send out emails as it would not need an urgent response and staff members would have time to see the letter or email over a few weeks period.

[bookmark: _qsh70q][bookmark: _Toc128122701]1.2 Explain, with examples, the importance of selecting an appropriate tone, language, and level of formality in management communications       

[bookmark: _3as4poj]When a manager communicates it is important to select an appropriate tone, language, and level of formality when they speak. 
 A tone of voice is a way a person speaks to someone to get a point across. For example, if a manager was addressing a group meeting, then their projection should be clear, loud enough to be heard and have an aim. However, if they were talking to a member of staff over a sensitive, private matter then their tone should be softer, quieter and with an empathetic quality. 
Language is important in communication; it can be verbal or non-verbal. Language helps to express emotion, thoughts and feelings between two or more individuals. It is a form of interaction to transfer information from one person to another. If a manager wanted to have a conversation with a member of staff but they were hearing impaired, then they would have to communicate via sign language or written language or speak slowly so that the employee could lip read. It is important that management know how to communicate through different forms of language to be able to communicate with all types of people whether they have a different culture background or speak a different language. 
     Level of formality is important when communicating as a manager. The type of words used depends on the level of formality required. Using slang words or abbreviating words reduces the level of formality however using full words is more formal. A manager should speak in a formal manner during formal meetings as it reduces the likelihood of mistakes and errors and helps gets messages across more clearly. However when communicating in a less formal setting, it is important that the conversation is more casual however still professional. 
An Email is a written form of communication. This could be written formally or informally depending on who you are emailing and what the subject is. If the email is formal, then this should be written in a professional tone. It should be direct and written in a formal style, with correct grammar and punctuation and a clear point of view. If it is informal, the tone may be more friendly, however it should still be direct and have a clear point of view for it to make sense to the reader. 
A poster needs to be eye-catching, it would need to be exciting, brightly coloured; the tone should be optimistic, and the language would need to be minimal yet detailed, and to the point. 
Work policies should be written in a formal method as it is explaining in detail information that needs to be clearly understood and often aligns to legislation. The policy should be written in a neutral tone, easy to read and understand the information given. 
A job interview would be a verbal method of communication, should be formal and professional. The tone should be positive and communicate a clear understanding using suitable language to reach your aim. 
A team meeting maybe less formal, more relaxed environment for everyone to express their feelings about certain topics within the workplace. The tone should remain respectful to everyone involved and language should be professional. An informal setting would be in the canteen during breakfast or lunch break. This setting is casual, the language is informal, and the tone is more relaxed and neutral.

[bookmark: _1pxezwc][bookmark: _Toc128122702]1.3 Assess the effectiveness of a range of verbal and written communication methods within your area of the organisation
[bookmark: _49x2ik5]
	Emails

	Advised/Suggested
	Actual Evidence
	Comments

	Tone
	Professional.
	Professional.
	The emails we receive are professional in tone as they should be. E-mails are minimal but largely effective as messages are understood.

	Language
	Descriptive, easy to understand.
	Informative, easy to read and understand.
	The emails received have all been very informative and easy to read.

	Formality
	Formally written
	Formally written
	All emails received have been in a formal manner.



In my opinion, emails are an effective way of communicating in my workplace as it gets the information across clearly. You can re-read to ensure there is no misunderstanding or forgetting what has been said. 




	Interviews
	Advised/Suggested
	Actual Evidence
	Comments

	Tone
	Professional
	Professional
	I have had two interviews within my workplace, and they have both been in a professional tone.

	Language
	Good communication, body language and eye contact.
	Good communication, relaxed body language, good eye contact.
	Interviews have been very relaxed and easy going.

	Formality
	Formal conversation, words used.
	Informal, correct words used.
	I would say the interviews were very relaxed and more informal than formal. However, very informatic. 



Interviews are an effective way of communicating verbally as you can ask for explanations if you don’t understand a question. It also gives you a chance to show off your skills and experiences. 

	Policies
	Advised/Suggested
	Actual Evidence 
	Comments

	Tone
	Professional
	Very Professional
	Policies are very important and followed within the workplace

	Language
	Professional, has legal jargon, formal.
	Clear, easy to understand, formal.
	All policies are followed within my workplace.

	Formality
	Formal
	Formal
	Policies are written in a formal manner and followed with detail. E.g., if someone is caught stealing it is instant dismissal.



Policies are a very effective way to get important information across to an employee. It explains everything you need to know from what is expected of you within the company to what consequences are given for certain actions. 


[bookmark: _2p2csry][bookmark: _Toc128122703]Section 2: Motivation


[bookmark: _147n2zr][bookmark: _Toc128122704]2.1 Evaluate theories of motivation relevant to your workplace
Motivation is the process that initiates, guides, and maintains goal-oriented behaviours. Cherry. K (2022)
Motivation describes why a person does something, what makes them get up and go to work every day? Motivation is extremely important when it comes to the workplace. If you are motivated within your job role you are more likely going to perform well. It is important for management to be motivated and want to do well. It is attractive to employees to see management do well in their roles and encourages them to want to progress. There are two types of motivation, intrinsic and extrinsic. Intrinsic comes from within and extrinsic is external. 
Here are four theories of motivation within the workplace from Maslow, Hertzberg, McClelland, and McGregor.
Maslow’s theory is a hierarchy of needs. He believes that motivation is a result of a person’s attempt to fulfil five basic needs. (Fig 1.)
[image: Maslow's Hierarchy of Needs Explained]
(Fig 1: https://www.thoughtco.com)
Maslow believes that the needs at the bottom of the hierarchy must be addressed before focusing on higher level needs. I can apply this to my workplace as they provide food and drink, all employees needs are met, everyone is friendly and gets along making it a nicer place to be motivated to go to work. The wage provided is above minimum wage which helps all workers meet their basic needs. Also, during the cost-of-living crisis in 2022 the owner gave all employees a £500 bonus to help. 
   Hertzberg’s theory is also known as the Hygiene theory. He believes that employees have two categories of needs when it comes to working – Hygiene and Motivators. (Fig.2)
[image: Diagram

Description automatically generated]
[bookmark: _Hlk131680029]Fig 2: Source https://courses.lumenlearning.com/wmintrobusiness/chapter/reading-two-factor-theory/
Hertzberg believes if you are happy in your job, you will work harder than if you were unhappy. I can apply this to my workplace as I feel the hygiene factors are met as the environment is nice to work in, I am on a good wage, have built good friendships with fellow employees, and get along well with the managers. The motivators are there, I get good reviews from fellow employees when I make their food, and since working in my workplace I have upped the hygiene food rating which was recognised and praised. There is opportunity to progress within the company however this is not very often as employees don’t tend to move on until retirement. 
     McClelland’s theory is that everyone has one of three driving motivators, the need for achievement, affiliation, or power. He believes that managers need to find out which of the driving motivators actually motivate employees so that they can use that as a lever to improve performance. Within my workplace we rarely see the top management, however, the management we do have within the store shows great affiliation and achievement, but I don’t feel they show a huge amount of power within the setting. 
     McGregor’s theory of X and Y is that people, in theory X, inherently dislike work and will avoid it if possible. He feels these types of people need to be controlled and threatened with punishment if they do not do their job. Managers adopt an autocratic leadership style. Employees are motivated mainly by money and need to be directed in what they need to do to avoid having responsibility. Theory Y are people who enjoy work, it is not a mental struggle to get up and go to work, it comes naturally to them, and they like to do well. They have self-direction and are committed. People in theory Y want to be involved, have a mind of their own,  can think for themselves and enjoy responsibility. This requires a democratic style of management. This is relatable to my workplace as there are two types of people whom I work with. There are people that work hard to progress and do well. But there are also people there because they have to be. They show no motivation and lack interest in their roles. 
[bookmark: _3o7alnk][bookmark: _Toc128122705]2.2 Evaluate the principal factors that may affect performance and motivation in the workplace

The list of factors (shown below) indicate factors that may affect performance and motivation in the workplace.
· Salary
· Recognition & Reward
· Non-monetary incentives, - spa day, pizza Fridays etc
· Relationships with colleagues
· Relationships with leaders
· Company culture
· Learning development opportunities 
· Processes within the company
· Personal life
· Meaningful work
Intrinsic motivation refers to when we feel compelled to do something for internal reasons, such as when a task interests us. (Ryan & Deci 2000). Extrinsic motivation is the need to do something for external reasons, such as meeting deadlines or wanting approval. To be motivated within the workplace we need both. Some factors that are intrinsic are meaningful work, you do the work because it means something to you which is motivating. Processes within the company would be intrinsic because it shows you want to stay within the company long term and work up. Relationships with fellow colleagues and leaders are another form of intrinsic motivation, you make them because you want to, and it feels nice to have good relationships at work. However, not everyone gets along which could cause conflict. This could affect an employees motivation to work. To deal with this, management could arrange a meeting to find out the source of the problem or they could place the employees on different shift patterns or in different sections of the store to avoid further conflict.  Some examples of extrinsic motivation are, salary, you got to work to earn money, if you don’t work then you don’t get paid. Recognition and rewards are other forms of extrinsic motivation because if you didn’t do well in your job, you wouldn’t be rewarded for it. Non-monetary incentives are another form of extrinsic motivation are get given rewards for doing well within your role even though it’s not money. It could be a day out or a meal etc. Intrinsic and extrinsic motivation goes hand in hand to be motivated at work. You must want to do your job, but it is also motivating to be rewarded for what you do. It is important to be acknowledged for good, hard work. A motivated employee is likely to have greater job satisfaction, perform better and willingness to do well and succeed.
[bookmark: _23ckvvd][bookmark: _ihv636][bookmark: _Toc128122706][bookmark: _32hioqz]2.3 Select a theory of motivation - apply it to your workplace – evaluate the impact

I have decided apply the Hertzberg theory. I feel the hygiene theory is best to evaluate the motivation within my workplace, because it relates well. The hygiene factor referring to the work environment is positive. The company pays well with yearly incentives. The management are motivating and work along side staff on the shop floor building good work relationships. The company provides free hot and cold drinks for all staff members and customers. The food provided which is my job role is at an extremely cheap price. Team building exercises are done regularly throughout the year, the next is a trip go karting. The motivator factors are good as any job promotions are internal. All members of management within the company began at the bottom. Job recognition is huge within my workplace and praise is given a lot. The owner regularly comes into the store and if he sees members of staff working hard, he will get out his wallet, take out money and give it to the staff member and thanks them for working hard for his company. Every Christmas staff are rewarded with a money bonus to use within the store as a thank you for working hard throughout the year. This itself is a huge motivator as some people find Christmas hard money wise and can use their bonuses to buy all their food and drink for the festive period. In my job role as a chef, I am solely in the kitchen, there is nobody else, I take great pride in having the responsibility and knowing I am trusted to do my job role competently. All of these factors are greatly impacted within the workplace, and you rarely hear of leaving within the company unless they are retiring. The company is performing well and staff turnover is low, evidencing highly motivated employees.





[bookmark: _Toc128122707]3.  Communication for motivation

[bookmark: _Toc128122708]3.1 Develop appropriate criteria to evaluate own ability to communicate effectively prepare development plans for yourself and another person

The main three forms of communication that are important to me and I feel I portray well are listening skills, empathy and body language. I feel that it is extremely important to have good listening skills otherwise things can be misinterpreted which can result in things going wrong, rumours being spread, and jobs not being completed correctly. I feel that it is important to listen to management when they are talking to you or explaining a job that needs doing to fulfil your job role correcting. Equally I think it is important for management to listen to their employees’ ideas or concerns also. I think that empathy is important to me as it shows a caring side which everyone needs. The ability to empathise with outside customers or colleagues helps to form friendships as your showing that you care and understand their struggles. This is important as a manager to show as if an employee was having a hard time, or struggling emotionally with personal problems it is supporting knowing you can speak to them, and they will empathise with you. I think body language is an important criterion to me when communicating non-verbally because the way you hold yourself shows how interested you are in a conversation. For example, if I was having a meeting with management and I was sat with my arms folded looking around the room it would show how much attention I was or wasn’t paying. Whereas if I was sat upright looking at the manager, making eye contact it would show my interest. I do think by living in Wales and working for a company that is owned by a Welsh person, it is important to be able to speak the Welsh language. I have learnt a few words from living here, however this is very basic and feel the need to progress my learning skills. This is a plan of mine to be able to grow within the company. 
[bookmark: _Toc128122709]3.2 Collect and analyse feedback on own verbal and written communication skills

My results from doing a communication style questionnaire (appendix A) shows that I am assertive, which I agree with. I feel I am not afraid to speak my mind or address certain situations. I do not feel this has caused any conflict in the past as I do not express my opinion in a negative or aggressive way. I have no shame in asking for help if there is something I am unsure of and I also have no problem with saying no. If I feel something is wrong I will happily speak up and not feel ashamed for doing so. However, I can see that this could be seen as borderline aggressive, and people may find it difficult to approach me due to how I hold myself. I feel I am empathetic when I need to be and that I am approachable, I great everyone with kindness and would never intentionally want to intimidate someone. I have respect for everyone and like to make friends with the colleagues in my workplace.
I created a short questionnaire and gave them to some of my work colleagues to see what they thought of my verbal and written communication skills. From the results (appendix B) it shows that they all thought that my verbal communication was at a good standard, with an average score of 3. My written communication were difficult to assess as there is not a lot of written communication within my job role however colleagues marked me 3 overall.  For my eye contact and empathy the results were 2.6 and 2.4 respectively which indicates there is some work to do in these areas.  While I am cooking food for my colleagues sometimes I may have my back to them or looking at what I am doing. My listening skills were marked at 2.8 which indicates that I need to improve these skills as I feel it is a very important form of communication. 

	Strength
	Weakness

	
Good verbal communication.
More written communication needed.




	
Improve listening skills.
Need to make more eye contact.
Show more empathy.

	Opportunity
	Threat

	
I have the skills to progress within the company.
Degree in leadership and management




	
Lack of written communication which would be needed within a manager’s job role.
Time to complete training.
Cost of course.



[bookmark: _Toc128122710]3.3 Evaluate own communication skills as a manager, identifying strengths and areas for improvement……then Produce a PDP to address these

As a manager I feel I would bring some good communication skills to the team. I am confident in being able to talk to anyone, even people I do not know. I can talk formally with a clear and direct aim. I am an approachable person, but I need to be conscious that some may find me intimidating so need to make sure that my approach is kind, less formal and more friendly. I am not afraid to show authority when it is needed and not afraid to address uncomfortable situations. I can do this is a calm, subtle way. Without making people feel uncomfortable, I can make light of situations but still get my point across. My aim would never be to make someone feel intimidated. These skills will be valid as a manager as at times you have to be put into uncomfortable situations and must be able to carry out the task confidently and respectfully to be able to rectify the situation. I have basic IT skills; however, this could be improved on as there are different programs used which may need more skills than what I currently have. This could be improved by taking an IT course to increase knowledge and understanding. My lack of ability to speak the Welsh language needs to be addressed as a lot of customers and staff within my workplace are Welsh speaking, therefore I need to take a basic Welsh course to improve my skills. Completing a course relating to leadership and management would increase my confidence within a managerial role by giving me a greater understanding of what is expected of me within the role.  

Personal Development Plan
	What do I want to learn?
	What do I have to do?
	What support and resources will I need?
	How will I measure success?
	Target Date for Review

	Welsh language



	Find a Welsh course.
	Laptop and tutor.
	Pass test at the end of the course.
	April 2024

	Applied leadership and management.



	Complete this course.
	Tutor, Laptop, notebook and pen.
	Grading of assignment. 
	February 2024

	IT course



	Find an online IT course.
	Laptop, online tutor, internet.
	Pass assessments
	April 2024




Personal Objectives

	Short Term Goals (next 12 months)

	Complete the Applied leadership and management course 
Learn Welsh
Develop IT skills.


	Medium Term Goals (2-3 years)

	Complete level 5 and 6 of the Applied leadership and management course.



	Long Term Goals (3-5 years)

	Become a manager within my current workplace.




[bookmark: _1hmsyys]
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