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Work based report on communication for performance
The aim for this assignment is to convey the importance of communication in the work place. I will be discussing the relevance of the communication cycle firstly to then explain the importance of appropriate tone and formality. To then identify and compare verbal and non-verbal communication in the work the place. I will be including theories from Herzberg’s Two-Factors Theory of Motivation-Hygiene and Maslow’s Hierarchy of Needs
Explain-  Communication is a key factor to have in the . Poor communication can lead to ; duties not being understood,  high turnover of staff, unclear objectives and conflict which leads to a stressful work environment. Someone with good communication skills is vital to have when being a leader. The staff will feel more comfortable to voice their concerns, be able to ask questions when they are uncertain about a particular role. 
This section here will be focusing on the Berlo’s model of communication. The process involve 6 stages those being , Source- Encodes- Message- Channel- Decodes-Receiver. These 4 elements (SMCR) were used to identify the efficiency of communication. What I gathered from the information provided , is that communication can be verbal and non-verbal. Depending on the source and choosing the right channel can allow the receiver to   understand the message or possibly misunderstand. When a sender is transmitting their message this is called encoding , to then be decoded by the receiver through the channel used.
To be able to communicate well in the workplace , you have to understand that each individual prefers to be spoken to in a certain way. Depending on the relationships that you build in the workplace,  a certain tone and body language can be used. Perhaps a more formal environment if you are with someone you know quite well, or an informal environment where you do it in a professional environment using a executive tone. However, when dealing with   situations such as relaying negative feedback or potential end of employment . Some may prefer it as a letter   privately rather than in person done verbally. For example, currently I am a team leader and I've had complaints on a certain member of staff, complaints from head office that customers have put in regarding the individual. With us being a new team I found it difficult knowing how they would like to be spoken to, If they would want me directly to speak to them or the store manager to potentially speak to them. I decided to handle it myself and begun to interact more throughout the shift with that individual. The next shift with them I decided to have the conversation with them about what I had been informed. I took them into the office made them a drink and firstly stated that there was nothing to worry about as I could see that they were on edge. Although we had built up this relationship I did keep things professional when choosing the language of how to explain my concerns. Although my tone of voice was very calming and somewhat formal in the language I used. My aim was to make sure that they were comfortable and understood the message I was trying to get across. 
Assess-  In certain aspects , communication is not an issue for the organisation I am in. it seem as if the staff are happy , they know their role and the goals for us as a workplace. However , there is one particular issue we seem to be having. At the moment we are suffering with a lot of theft happening, this results in certain customers being unable to ender the premises. Due to privacy reasons,  we are not able to take a picture of the individuals who are banned, so we have to give a brief description for the other colleagues. Sometimes we’ll leave a written description for the next members who are due to come , but the majority of time the message is passed on verbally. I think some key details are missed when we give the information verbally. Multiple times , I’ve been given a description verbally , and I automatically assume the person is male and when I look at the cctv footage , they end up being a woman. Another shop has their shop lifter pictures all over the front door.  I do think shaming them in that light is a bit extreme , it does allow each member to know who is not allowed in the shop. 
Evaluate- Topic  of discussion for this section is how relevant motivation is in the work place. The work place I am in the age range is quite similar , a lot of students and young people. For some the goal is to work their way up the ladder and the others just need the income. At the moment as a team of 10 there are only 3 team members who are interested in progressing. Due to us being a small team, us team leaders are spending a lot of time trying to motivate the team members in going for the opportunity. We do this by allowing them to have a bit more responsibility, guiding them through their online learning and explaining what could be next for them.  The sense of authority seems to be the key thing that is motivating those individuals. Herzberg’s Two-Factors Theory of Motivation-Hygiene distinguishes individuals like this are known as ‘ Motivators’ ( sometimes called satisfiers) . These individuals use key aspects such as ; job recognition , promotion and sense of achievement to prompt them to work harder. They do this because they have need within to grow, therefore achieving a sense of self-achievement. Hygiene factors ( sometimes called the dissatisfiers) they have issues in some aspect in the job. Some examples may be and most commonly is the salary , work conditions and quality of management. Due to the work place not meeting their needs for the hygiene factors , the dissatisfiers are not working in a positive matter. In my work place , it is becoming difficult to motivate these individuals. As a solution , us team leaders assumed that the dissatisfiers would show an interest for occasions like over time and extra shifts.  However , its been quite the opposite. They don’t seem to want to take place in the opportunity to take home a higher income. As a work place , us team leaders and the store manager need to find a way to target at least 1 of these individuals needs to maintain a positive work environment for us all. 

Luckily for us , our store manager is a very good communicator. He seems to get high productivity from the team members when he is around. A part of me wonders if the team members hold a higher respect for the store manager , therefore working harder for him.  Or if it is my lack of communication compared to him , which results in them not working as hard for me.  I myself do work harder when the store manager is in , he does engage with everyone throughout the shift and offers to buy us lunch which is nice.  I struggle when it comes to making small talk at times , especially when working because there is a lot to do. I have the mindset that when I am in work , I should be working. But from what I have seen , communication plays a big role in motivation. As a team leader I now know , that I need to build relationships with my fellow work colleagues to enhance our performance. On a daily basis I have now try to interact with the team members who I'm working with.  I ask their opinion when it comes to making a decision. Any good ideas they mention , I do pass it on and make sure the store manager knows they suggested it. I also now praise them not only verbal but also non verbally by posting in the private group chat which encourages the rest of the crew to praise them too. In my previous job, the team leader would do a ‘pump up meeting’ this would be a motivational speech just before the busy period to encourage the staff to kick it up a notch. My current workplace could potentially do the same thing, once we have all the team members in place. I think it allows the staff to voice any concerns they have or any good advice to have  a successful shift. 
Select- For this section I will be applying  Maslow’s Hierarchy of Needs to my work place and evaluating the process. The pyramid  states the fundamental necessities at the bottom and behaves in a way of a ladder , the next step which lead to the top Self-actualisation. As a team leader the happiness of the colleagues is important to me. By applying this concept and meeting the members needs , the growth in the work place should blossom. 
Stage 1: Physiological- This is the bottom of the pyramid which prioritises key factors such as; food, warmth and rest.  In my workplace , we have an automatic door which can be very sensitive and open regularly just from a car passing. In the nights I turn the automatic door off because the till member is the closes to the door and they do get cold often. I make sure to ask them throughout the shift if they want me to turn the heating up , or if  I see them just in a t-shirt, I tend to get them a jacket to wear to make sure they are comfortable. Some colleagues do not bring food with them to work , so as an organization we try to make sure that something daily is there for free for all staff members to eat. We also do colleague shop which is , food that was in clearance is offered to the staff first to take home before going to charity or possibly in the bin. I also like to make sure that each member of staff take their break no matter how busy the store is. Rest is important to us , I came from an industry that did not allow staff to have 12 hours rest between shifts and seen just how unhappy and exhausted it made me. By maintaining this level of standards allows the staff to have all their physiological needs met , allowing them to proceed to the next stage.
Stage 2: Safety- The organisation itself, already has safety procedures which should allow the staff to know just how important their well-being is. All members of staff are to carry a ‘safe Angel’ which has two buttons to alert security if something harmful happens. We also carry out checks to make sure the equipment works correctly. With us all having to deal with theft , we’ve been online learning to not put our lives at danger. However , creating a safe place for someone to me does not only focus on their physical side of safety,  it also involves the emotional side. Doing this ensures that they comfortable to come to me for any of their concerns or questions. By doing this has allowed the employees to tell me when they have made an error such as ; wrong change given or missed an item for date checking. Although these points are important , I constantly remind the staff that no one is perfect, we all make mistakes and if I can rectify the error such as ; checking their till or doing the date checking myself , I will. Majority of the time it all works out, but if we did not have that safe environment it could lead to dangerous events such as ; a customer having out of date food or tills missing a lot of money. 
Stage 3: Belonging- With us only working with 2 members of staff on, I do wonder if the belonging factor has been created yet. Due to some members availability , some have only seen the store manager once in the 4 months we have been open. We’re not quite there yet where we can have a get together outside of work. But I do try to get us all interacting socially through the group chat. Personally , although I know we are all replaceable , I don’t want anyone to feel like just a number in the work place. I’ve found that , working as a small team no clicks/groups are created. No rumours or gossip from what I know have been spread in the work place , which is a big positive for us. 
Stage 4: Esteem- With us being a new store , we are currently doing reviews every 6 weeks. I think the 1-1 time , providing them with what we think is their strengths does empower them. Providing them praise and thanking them , doesn’t cost us  anything and makes such a difference to their self-esteem. Whether it be in person , or on poster publicly made , they truly do appreciate it.
Stage 5: Self- actualisation- If we can get the individuals to apply what gives them a purpose in life in work. A sense of pride and self-worth will develop within them. Their work environment will soon feel as though they are in the right place at the right time , because they have a purpose and they are doing it. 
Develop- The aim for this section is to create a GAP analysis which will allow me to improve my communication skills.
	Current state (From)
	                        GAPS 
	 Desired future state (To)

	Motivating 
	Find out what motivates each individual 
	 A happy motivated team on daily basis.

	Negotiating
	Communicate clearly , practise what I want to say to show the importance of what I want is key
	 successfully get what I want (for example more labour )

	Untreated Dyslexia
	Seek out help for dyslexia. It is holding me back in some aspects , and I need to know how to deal with it correctly. 
	Confidence in myself when interacting with others , verbally and non-verbally. 

	Body language
	 Eye contact and appropriate tone when speaking 
	For people to not mistake my passion for anger.



Collect and analyse- I decided to ask fellow work colleagues on feedback on my communication skills. One member stated , that when I send a message via text , sometimes they find it difficult to understand. I have noticed this issue and at times , I do delete the text and try to re-write it. I asked if they would prefer me to send voice notes as an alternative , which would be easier for me also. I have tried speaking into the microphone , which works well. However , the grammar has to be done manually which defeats the purpose. One member said that that verbally I do make myself quite clear and they do appreciate me changing the terms when they don’t quite understand. For some individuals , English is not their first language. Some days we do have some miscommunication in the work place. But I do try to use my hand gestures when I notice they are struggling. From this experience , I gathered that I do have some strengths and weaknesses that I can improve on and some of my  insecurities were not even mentioned e.g. my body language.  Overall, I am happy with the feedback they gave me and hope to show them that I am working on it. 

Evaulate-  I will be creating a personal development plan here for communication.  I will be focusing on these goals and refer back to them by the target date.
	What do I want ?
	How can I do it?
	What resources will I need?
	How will I measure success ?
	Target date for review

	Get to know staff members well
	Interact with them throughout the shift 
	Extra labour to allow an overlap to indulge in the conversation
	By them feeling comfortable to talk to me. 
	 Summer 

	To only ask them once to do something.
	 When asking them to do something , make sure I am clear that it needs to be done now 
	Maybe a time scale for job duties 
	If they manage to get the jobs done before a certain time 
	Summer , ready for deliveries 

	Work on verbal communication
(Grammar)
	By double checking messages before sending them 
	Perhaps some app to check punctuation
	By asking the team if they understand , send me a thumbs up.
	 In the next 3 months.
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