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[bookmark: _Introduction][bookmark: _Toc102850157]Introduction
Management communication is the process of sharing information, ideas, instructions, and feedback within a business or organisation. It is an important part of management because it helps managers communicate clearly with employees, customers, suppliers, and stakeholders. Good communication helps a business run smoothly by improving teamwork, productivity, motivation, and decision-making. It also helps employees understand their roles and responsibilities while reducing misunderstandings and conflict in the workplace.
There are different types of communication used in management, including verbal communication such as meetings and phone calls, written communication like emails and reports, non-verbal communication including body language and facial expressions, and digital communication through technology and social media. Effective communication can improve morale, efficiency, and workplace relationships, while poor communication can lead to mistakes, confusion, low productivity, and poor performance. Overall, management communication is essential for helping businesses achieve their goals and maintain a positive working environment.
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[bookmark: _Toc376754247]Communication in the workplace
Communication is important in a workplace because it helps teams stay focused and work together properly. Managers need to clearly explain tasks, goals, and expectations so employees understand what they need to do.
If communication is poor, people can become confused, make mistakes, or repeat work. Barriers such as unclear instructions, poor listening, and lack of feedback can make teamwork harder. For example, if staff are not told how to deal with customer complaints correctly, each employee may handle them differently.
Good communication also helps build trust and positive relationships between managers and employees. When managers are honest and listen to staff, employees feel respected and valued. However, if managers do not communicate properly or ignore concerns, workers may feel unimportant and less motivated, which can negatively affect teamwork and the working environment.

[bookmark: _Toc1844687145]Communication models
[bookmark: _Toc1784203144]Communication Cycle- 
The communication cycle describes how information is passed from one person to another and how understanding is confirmed. It involves a sender creating a message, choosing a method to deliver it, and a receiver interpreting the information before giving feedback. Communication can happen through conversations, emails, phone calls, written documents, or non-verbal communication such as body language. In the workplace, the communication cycle is important because it helps employees and managers share information clearly, complete tasks efficiently, and build positive working relationships.
One positive aspect of the communication cycle is that feedback allows people to check that information has been understood correctly. Employees can ask for clarification or repeat instructions back to confirm what they need to do. This helps improve teamwork, reduces the likelihood of mistakes, and supports better productivity within the workplace. Effective feedback can also strengthen communication between colleagues and managers.
One negative aspect of the communication cycle is that messages can sometimes be interpreted incorrectly. If communication is unclear or incomplete, it may cause misunderstandings, confusion, or mistakes. External distractions, poor listening skills, or communication barriers such as language differences can also affect how a message is received. For example, if instructions are misunderstood, work may need to be repeated, which can waste time and reduce efficiency.
The communication cycle is applied in the workplace every day because staff constantly need to exchange information with colleagues, supervisors, and customers. Clear communication helps businesses remain organised, improves customer service, and allows problems to be solved more effectively. It is also important for maintaining health and safety, as accurate instructions help prevent accidents and errors. Overall, effective communication contributes to a professional, efficient, and cooperative working environment.
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[bookmark: _Toc13647169]Shannon and Weaver-
The Shannon and Weaver model is a communication theory that explains the process of sending and receiving information between a sender and a receiver. The sender creates and encodes a message, which is then sent through a communication channel such as an email, phone call, meeting, or text message. The receiver decodes and interprets the information before giving feedback to confirm understanding. The model also identifies noise, which refers to any barrier or interference that may disrupt communication, such as background noise, poor signal, distractions, unclear language, or technical issues. In the workplace, this model helps businesses understand the communication process and improve effective communication between employees, managers, and customers.
One strength of the Shannon and Weaver model is that it provides a clear and structured explanation of how communication works. The model helps organisations identify communication barriers and improve the accuracy of information being shared. For example, managers can use clear verbal communication and written communication during meetings or emails to ensure employees fully understand instructions and expectations. This can improve teamwork, productivity, professionalism, cooperation, and workplace efficiency. The use of feedback also helps reduce misunderstandings and supports effective working relationships.
One weakness of the Shannon and Weaver model is that it focuses mainly on the transfer of information and does not fully consider emotions, tone of voice, facial expressions, or body language. Communication is often influenced by personal feelings, attitudes, and non-verbal communication, which can affect how messages are understood. For example, an email may appear rude, negative, or confusing because the receiver cannot see the sender’s facial expressions or hear their tone. This means the model can sometimes oversimplify communication and may not reflect real-life workplace interactions accurately.
The Shannon and Weaver model applies in the workplace every day through communication methods such as meetings, customer service, telephone conversations, emails, presentations, and teamwork. Businesses use the model to improve communication skills, reduce confusion, and ensure messages are delivered clearly and professionally. Effective communication has a positive impact because it improves collaboration, customer satisfaction, problem-solving, and organisational performance. Overall, the model supports a productive, professional, and organised working environment while helping businesses avoid communication breakdowns and misunderstandings.
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The Berlo’s SMCR model is a communication framework that explains how messages are exchanged between individuals. SMCR stands for Source, Message, Channel, and Receiver. The source is the person who sends the information, while the message is the content, idea, instruction, or opinion being communicated. The channel is the method used to deliver the message, such as spoken communication, written communication, emails, phone calls, body language, sight, sound, touch, smell, or taste. The receiver is the person who receives, processes, and interprets the information. The model focuses on the importance of communication skills, listening, interpretation, and effective interaction to ensure communication is successful. In the workplace, this model helps organisations improve professional communication and ensure information is shared clearly between staff, managers, and customers.
One advantage of Berlo’s SMCR model is that it emphasises the importance of strong communication skills and understanding between the sender and the receiver. The model shows that communication is more successful when individuals use clear language, active listening, and appropriate communication methods. For example, during workplace meetings, managers who communicate instructions clearly and professionally are more likely to ensure employees understand their responsibilities correctly. This can improve collaboration, teamwork, efficiency, productivity, and workplace relationships. The model also supports the development of interpersonal skills and encourages effective interaction within teams.
One disadvantage of Berlo’s SMCR model is that it does not include feedback within the communication process. Feedback is important because it allows the receiver to respond, ask questions, and confirm whether the message has been understood correctly. Without feedback, misunderstandings may go unnoticed. The model also overlooks factors such as emotions, stress, distractions, cultural differences, and communication barriers that may affect how information is interpreted. For example, in a busy workplace, an employee may misunderstand instructions but may not have the opportunity to seek clarification, which could result in errors, confusion, or lower productivity.
Berlo’s SMCR model is applied in the workplace through everyday communication methods such as meetings, presentations, training sessions, customer service, teamwork, phone calls, and emails. Businesses use the model to improve communication effectiveness, organisational performance, and professional relationships. Clear communication helps employees exchange information accurately, complete tasks successfully, and provide effective customer service. It also supports problem-solving, cooperation, and health and safety by ensuring instructions are understood properly. Overall, Berlo’s SMCR model helps businesses create a professional, productive, and well-organised working environment while reducing misunderstandings and communication breakdowns.

 
[bookmark: _Toc1381836616]Communication barriers in the workplace
The Westley and MacLean model explains that communication is influenced by factors like background, culture, beliefs, and environment. These can act as barriers because people may interpret messages differently or have different viewpoints. This shows that communication is not always neutral, as it is shaped by individual experiences and perspectives. 
For example, in a workplace like a call centre, an employee from one cultural background might see direct feedback from a manager as helpful, while another might find it too harsh, which can lead to misunderstandings or tension.
Verbal communication is when people use words, either spoken or written, to share information clearly, such as in conversations, emails, or phone calls. 
Non-verbal communication, on the other hand, does not use words and includes things like facial expressions, body language, gestures, eye contact, and tone of voice. Both types work together, as non-verbal signals can support or change the meaning of what is being said, helping people understand each other better. 
For example, in a workplace, a manager might say “good job” (verbal), but if they avoid eye contact or sound unenthusiastic (non-verbal), the employee may feel unsure about the feedback.
[bookmark: _Toc415115770]Verbal and written communication
Communication in the workplace can take different forms, including verbal, non-verbal, and written communication. Verbal communication involves speaking or writing to share information through meetings, telephone calls, emails, and everyday conversations. In a call centre, employees rely on strong verbal communication skills when speaking to customers, as they must explain information clearly, answer enquiries professionally, and resolve complaints calmly. Clear communication helps improve customer satisfaction and allows problems to be dealt with quickly and effectively in a busy working environment.
Written communication is another key method used in the workplace. This includes emails, reports, notes, and internal messaging systems. Written communication provides a permanent record of information, making it easier for staff to check details, follow procedures, and maintain accuracy. It also supports organisation, consistency, and accountability within the business.

[bookmark: _Toc411048594]Conflict in the workplace
Conflict within a workplace can occur for many different reasons and may have a negative impact on teamwork, staff performance, productivity, and workplace morale. One of the main causes is poor communication, such as unclear information, misunderstandings, lack of feedback, or messages being misunderstood. Different working methods can also lead to disagreements, as some employees prefer organisation and routine, while others prefer a more flexible and independent approach. Conflict may also develop when employees or departments have different targets, priorities, or expectations. Differences in personalities, opinions, attitudes, and behaviours can create tension between colleagues and make working together more difficult. In some cases, unfair treatment, favouritism, stereotypes, discrimination, or unequal responsibilities can lead to frustration and low motivation. Pressure, stress, large workloads, and tight deadlines can also increase emotions, causing small disagreements to turn into more serious workplace problems that affect professional relationships and the working atmosphere.
To deal with conflict professionally, organisations should use effective conflict resolution methods instead of avoiding the problem. Good communication and active listening are important because they allow employees to share their concerns calmly and respectfully. Team leaders or managers may hold meetings or use mediation to help those involved come to an agreement and solve the issue fairly. Negotiation, problem-solving skills, and clear workplace procedures can also help prevent conflict from continuing. Giving constructive feedback, encouraging respect and teamwork, and promoting equality within the workplace can help reduce future disagreements and improve relationships between employees. Using professional conflict management strategies helps create a positive working environment, strengthens cooperation, and improves employee wellbeing and overall business success. 
[bookmark: _Toc1199180573]Conflict resolution strategy
The avoiding strategy is used when the conflict is small or not worth arguing about. People may choose this style if the relationship is not important or if talking about the issue could make things worse. It can help stop unnecessary arguments, lower stress, and give people time to calm down. Avoiding can work well in small disagreements or situations outside of work. However, in the workplace, avoiding problems for too long can cause unresolved conflict, poor communication, frustration, lower teamwork, and reduced productivity because the problem is not properly dealt with.
[bookmark: _Toc2052405989]Motivation theories
Motivation theories explain why employees work hard and how managers can help people do better at work. Theories like Maslow, Alderfer and McClelland say people are motivated by their needs and goals. Herzberg’s Theory says workers feel more motivated when they get recognition, achievement and more responsibility, not just money. Other theories like Vroom’s Expectancy Theory and Adams’ Equity Theory focus on fairness, effort and rewards. Goal-Setting Theory shows that clear targets help employees work harder, while the Job Characteristics Model explains that a well-designed job can improve job satisfaction and motivation. Overall, these theories help managers make the workplace more positive and productive.
[bookmark: _Toc1906558353]Applying one motivation theory to the workplace
Herzberg’s Two-Factor Theory can be applied to communication in the workplace by first making sure employees have good hygiene factors, such as clear policies, strong relationships, and effective communication methods. These help stop employees from becoming dissatisfied. Managers can then introduce motivators like achievement, recognition, added responsibility, and chances for development to encourage staff to communicate more openly and with confidence. This helps lower communication barriers, improves teamwork, boosts motivation, and creates a more supportive and cooperative work environment.

[bookmark: _Toc1700188663]Feedback on own communication skills 
Feedback about my communication skills has helped me recognise both my positive qualities and the areas where I can improve. One of my strengths is that I listen carefully to others and show respect when people are sharing their ideas or opinions. I can also contribute well during group conversations and explain information clearly when I am comfortable. However, the feedback also showed that I need to become more confident when speaking in front of bigger groups and improve my non-verbal communication, such as eye contact, facial expressions, and tone of voice. I have also learned the importance of giving more detailed responses and allowing others to finish speaking before replying. Reviewing this feedback helps me develop key communication skills including teamwork, active listening, confidence, and professionalism. Strengthening these skills will help me communicate more successfully, avoid misunderstandings, and create better relationships in both the workplace and everyday situations.

[bookmark: _Toc2139688669]Gap Analysis 
A gap analysis of my own communication skills helps me compare my current communication abilities with the level of communication I would like to achieve in the future. It involves reviewing my existing strengths, weaknesses, confidence, interpersonal skills, and communication techniques, then comparing them to my personal goals and professional expectations. The difference between my current performance and my desired level of communication is known as the communication gap. Identifying this gap helps me understand which areas require development and what steps I need to take to improve.
For example, I may already demonstrate positive communication skills such as active listening, clear verbal communication, teamwork, and respectful body language. However, I may also recognise weaknesses such as lack of confidence during presentations, difficulty handling conflict, nervousness when speaking in front of groups, or limited use of professional language. Carrying out a gap analysis allows me to identify these weaker areas and create SMART targets to support my personal development. This may include improving my presentation skills, developing assertiveness, strengthening non-verbal communication, or practising more effective questioning and listening techniques.
A communication gap analysis is important because it encourages self-reflection, continuous improvement, and professional development. It can help identify communication barriers such as misunderstandings, poor feedback, emotional responses, or ineffective listening, which may affect relationships and teamwork in the workplace. By regularly reviewing my progress and setting achievable goals, I can improve my confidence, communication effectiveness, problem-solving abilities, and overall interpersonal skills in both personal and professional environments.

 
[bookmark: _Toc1904336322]PDP
My Personal Development Plan (PDP) is based on improving my communication skills in speaking, writing, and listening. Even though I already have basic communication skills, I know there are areas where I can improve, particularly with confidence, clear communication, and expressing my opinions effectively. I sometimes struggle with speaking confidently in front of groups or during presentations, so one of my key aims is to improve my verbal communication skills. I will do this by contributing more in class discussions, practising presentations regularly, and improving my body language, eye contact, and professional speaking style. Strengthening these skills will help me feel more confident in both school and future work environments.

Another important objective in my PDP is to develop my written communication skills. I want my written work to be clearer, more structured, and professional. To achieve this, I will focus on improving my spelling, punctuation, and grammar by proofreading my work carefully and using grammar-checking tools when needed. I also want to expand my vocabulary and improve my academic writing by reading more educational materials, books, and articles. This will help me complete higher-quality assignments and improve my overall academic performance.

In addition, I want to improve my listening skills because active listening is essential for effective communication and successful teamwork. I will focus on listening carefully during conversations, avoiding distractions, and responding appropriately in group activities. By working towards these SMART goals and practising regularly, I will become a more confident, organised, and effective communicator. These improved communication skills will support me in education, teamwork, leadership opportunities, future employment, and everyday situations.
 
 
Conclusion
In conclusion, communication management is very important in every business and organisation because it helps people share information clearly and work together effectively. Good communication improves teamwork, productivity, and efficiency by helping employees understand their roles and responsibilities. It also helps managers give clear instructions, solve problems, and build positive working relationships with employees and customers. When communication is managed effectively, the workplace becomes more organised and successful.

There are different types of communication used in businesses, including verbal communication, non-verbal communication, and written communication. Verbal communication is useful for meetings, discussions, and giving immediate feedback. Written communication, such as emails, reports, and messages, creates accurate records and shares important information. Non-verbal communication, including body language, facial expressions, and tone of voice, can also affect how messages are understood. Communication models such as the Shannon-Weaver Model and Berlo’s SMCR Model explain how messages are sent, received, and affected by barriers like noise and misunderstandings.

Effective communication has many strengths because it improves motivation, increases employee satisfaction, and helps businesses achieve their goals and objectives. Employees are more likely to feel respected, valued, and confident when communication is clear and professional. However, barriers such as poor listening, unclear messages, and language differences can cause conflict and confusion. Overall, strong communication management is essential for business success because it supports teamwork, improves performance, and creates a positive working environment.
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[bookmark: _Toc887933286]Appendix A: PDP 

	Goal
	Action
	Resources
	Timescale

	Improve verbal communication skills when speaking to customers on the phone
	Practise speaking clearly and professionally, use positive language, improve tone of voice, and build confidence when answering customer enquiries
	Call scripts, supervisor feedback, role-play activities, communication training
	Within 3 months

	Develop active listening skills to better understand customer needs
	Focus fully on customer conversations, avoid interrupting, ask relevant questions, and repeat key information to confirm understanding
	Customer service training, team meetings, feedback from managers
	Within 2–4 months

	Improve written communication when responding to emails or customer messages
	Proofread written responses carefully, improve spelling, punctuation, and grammar, and use professional language in all customer communication
	Grammarly, email templates, dictionaries, customer service guidelines
	Within 3 months

	Build confidence when dealing with difficult customers or complaints
	Practise remaining calm under pressure, improve problem-solving skills, and learn conflict resolution techniques
	Complaint-handling training, support from team leaders, role-play scenarios
	Within 4–6 months

	Improve teamwork and communication with colleagues in the call centre
	Participate more in team discussions, share information clearly, and support colleagues when needed
	Team meetings, collaborative tasks, supervisor feedback
	Ongoing throughout the year


[bookmark: _Toc2021422060]Appendix B: Questionnaire 
Communication Skills Feedback Form
Name (optional): ___________________________ 
Date: ___________________________ 

Please answer the following questions honestly: 
1. How would you rate my body language when I am communicating with you? 
Excellent 
Good 
Average 
Needs Improvement 
Comments: ____________________________________________ ____________________________________________ ____________________________________________ 
2. Do you feel comfortable and confident approaching me? 
Always
 Most of the time 
Sometimes Rarely
Comments: ____________________________________________ ____________________________________________ ____________________________________________
 3. Do you think I could improve my tone of voice in different situations? Yes 
No 
Sometimes
Comments: ____________________________________________ ____________________________________________ ____________________________________________ 
4. Do you think I could word my responses more clearly or effectively? 
Yes 
No 
Sometimes 
Comments: ____________________________________________ ____________________________________________ ____________________________________________ 
5. Am I able to control my tone in difficult or challenging situations? 
Always 
Most of the time 
Sometimes 
Rarely
Comments: ____________________________________________ ____________________________________________ ____________________________________________
 6. How can I improve my overall communication skills? Comments: ____________________________________________ ____________________________________________ ____________________________________________ 
7. Do you feel that I show respect when speaking and listening to others? Always 
Most of the time
Sometimes
Rarely 
Comments: ____________________________________________ ____________________________________________ ___________________________________________
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