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[bookmark: _Toc167814585]Introduction
This report will explore the depth of communication. This will include discussing the stages of communication, reflecting on the different communication models that have been published, the communication barriers that society face regularly, how to overcome these barriers for effective communication, the importance of trust within the workplace, and difficult conversations and how to deal with that affectively. This report will also examine motivation, the importance of understanding what motivates others and how to manage this effectively in the workplace. Communication and motivation are a big part of what can make your team thrive, they can become happier and then in return they may become more productive resulting in a win-win situation. This of course can be down to your communication style which will be covered below.
[bookmark: _3whwml4][bookmark: _Toc167814586]What is communication?
[image: Albert Mehrabian's 7-38-55 Rule of Personal Communication - Right Attitudes]Merriam-Webster dictionary defines communication as “a process by which information is exchanged between individuals through a common system of symbols, signs, or behavior”, this is an accurate description as not all communication is verbal. A big part of communication is non-verbal, such as body language, tone and pace. In many materials regarding communication, Albert Mehrabian, (1971), is said to have concluded that the verbal part (what is said) is surprisingly only 7% of communication, 38% is the tone of voice used and the 55% is the body language and the gestures but specifically our facial expressions, that are made during a conversation.
However, many argue that this is in fact, misinterpreted and taken out of its original context. It is said that even Mehrabian himself has tried to clear this up. The research by Quagliata (2019) stated that the experiment was conducted in a laboratory with 62 female subjects, as this is not a diverse group it should be used with caution when attempting to apply the results in workplace situations. The study itself was about perceiving the feelings of the speaker as a listener. The study wasn’t about how the receiver interprets meaning from the sender.
According to Atkinson (2005), if it is true that only 7% of communication is verbal (the words used) then there would be no need for anyone to ever learn a foreign language because everybody should be able to understand one another, based on the tone and body language used. While discussing this theory, Atkinson refers to an email in which he received from Dr Mehrabian himself, when Atkinson contacted him and asked him what he thought about his work being regularly used outside of its correct context, the reply stated the following; “I am obviously uncomfortable about misquotes of my work. From the very beginning I have tried to give people the correct limitations of my findings. Unfortunately, the field of self-styled ‘corporate image consultants’ or ‘leadership consultants’ has numerous practitioners with very little psychological expertise.”
In my opinion, regardless if the theory is taken out of context and often misinterpreted, there is some level of truth behind it. We can say so much by saying nothing at all. I personally do this on a daily basis, with friends or family. Sometimes even just a quick look to a friend and they will  know exactly what I’m trying to say. We know from history that body language and tone play a big part in effective communications. Looking at the successful speakers in history, whether or not I agree with their message, it doesn’t take from the fact that they’re great communicators. They all have the same key factors. They have confidence, they choose strong and powerful words that will have an impact on those listening, they hold a strong tone in their voice. We can take from this that the words we choose do matter, our tone matters and our gestures/ body language matters. I think the best way to become a successful speaker is to learn about your communication style and how you can improve. 
Communication styles
A communication style is a way to explain the different ways people communicate. The four main communication styles are passive, aggressive, passive-aggressive, and assertive. Each of the various styles can be expressed verbally, non-verbally, or in written forms.
In a workplace the main method of communication can vary, dependant on the industry it is or how people work. For example, if a manager in a taxi company wanted to share a message with all its drivers, then putting a note on the office bulletin board wouldn’t be the effective way to communicate, as many of the drivers wouldn’t be in the office and they’d miss the message. It is important to evaluate the most effective mode of communication for the audience who needs to receive it.
The audience and message would be a factor in the most effective communication approach. The tone and the language used must match. During a difficult conversation at work, it would require a calm, gentle, and firm tone, and the language used must be clear to avoid any misunderstandings.
There are many tests online that can tell you what your communication style is.
It is also important to know how effective your communication is.
I sent a questionnaire to a few colleagues and some friends. This questionnaire was about my communication skills. The questionnaire was anonymous, in hopes that whoever filled it in felt as if they could be honest. A couple of the questions and results are:
· Do I communicate my point clearly? 100% said yes
· Do I enunciate my words? 71% said yes, 28% said most of the time
· Do you feel that I actively listen to your responses? 100% said yes
· Does my non-verbal communication (i.e. body language) match my verbal communication? 85% said yes, 14% said sometimes
· Do I talk at a good pace? 57% said yes and 42% said sometimes
Following these results, I still believe that those who responded were still being polite, however, I have identified areas of improvement. I am aware that I occasionally mumble, I believe this is to do with having the confidence in myself or  what I’m saying. I am aware that I also speak too fast at times, this is usually due to my nerves while speaking. I could practice my public speaking and focus on my pace and my enunciation and while I should also improve my body language, perhaps even just practising in the mirror could help.
[bookmark: _Toc167814587]Communication Models
[bookmark: _Toc167814588]The Shannon-Weaver Mathematical Model, 1949
[image: The Shannon-Weaver mathematical model of communication. Source: Shannon, Claude, and Warren Weaver. The Mathematical Theory of Communication. Urbana: University of Illinois Press, 1949.  ] 







The Shannon-Weaver Mathematical Model, 1949, states that messages originate from an Information Source, then it’s encoded, Channel refers to how the message is sent (touch, sight, sound etc.), it’s then decoded by the receiver, then the message has reached its destination. 
[bookmark: _Toc167814589]Berlo’s SMCR Model of Communication, 1960
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Similarly to the Shannon-Weaver model, Berlos asserts that the message originates from the source but there is more information as to what this means. As the image shows, the source is communication skills, attitudes, knowledge, social system, and culture. It is then encoded and turned into a message with, contents, elements, treatments, structure and code. Moving on to the channel, as mentioned above this is the senses (hearing, seeing, touch etc.) the receiver then decodes the message using understanding from their sources.
[bookmark: _Toc167814590]Schramm’s Model of Communication, 1954
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Schramm’s Model of communication, is more simplified. However, in comparison to the other two models, it shows the reply stage to communication. It shows that each of those involved with the communication, encode, interpret and decode then encode a new message. 
All of these models have similar information but the one factor they all fail to include is a feedback step.
Feedback is a fundamental stage to effective communication; the reason is that gaining and receiving feedback helps you to know whether the message you’ve communicated is understood by everyone. It avoids confusion and any misinterpretation.
[bookmark: _Toc167814591]Barriers to communication
Communication is taken for granted, most people believe that the message they have relayed has been understood and interpreted the way it was intended. However, that’s not always the case. There are many factors that can change how a message is perceived. 
1. Environmental barrier – 
According to Communication Theory (2010), the main environmental barriers are usually Time, Place, Space, Climate and Noise. A few of these can be altered and adjusted, but some could be more difficult to fix in the process of effective communication. These factors may cause distractions, causing inattentiveness or completely alter the message, causing miscommunication. 
How to avoid: Plan meetings in advance, to allow others to be aware of the time, they can plan around the meeting, they may want to find a quieter room to sit in. Preparation is the key. 
2. Jargon – 
Barriers of Communication (2024), write all about the Jargon barriers, they state that the jargon barriers to communication occurs when business terminology or technical language is used, hindering understanding among individuals who are not familiar with the terminology or field-specific vocabulary. This can hinder effective communication and lead to confusion or misinterpretation. Speaking the same language isn’t always enough. There is medical, legal, technical and financial jargon that may be used and if the receiver isn’t knowledgeable of the jargon then this will leave them confused and feeling excluded. 
How to avoid: You could create a glossary of all acronyms, abbreviations and terms that will be used in the meeting.
3. Physiological – (Nair, 2021) describes the Physiological barriers as obstacles that contribute to the limitation effective communication because of the condition of the human body and mind. Physical and mental conditions are crucial in determining how to convey messages or interpret them. Physiological conditions can affect a person's ability to communicate effectively. Physiological barriers to communication act as sieves that restrict the flow of information and create confusion. 
How to avoid: Physiological barriers are not something you can remove and get rid of; however, you can research and manage them in a different but effective way to suit everyone. An employee with Autism will work differently to an employee with dyslexia or ADD. It is important to be aware, understanding and patient.  Research and open communication is the best way to help this.
4. Cultural – 
Cultural barriers can arise from people from different countries, different religion but also the generation gap between people. Every culture has vastly different ideas and beliefs of what is appropriate to communicate and how to communicate it. A small amount of these differences is bullet listed below:
a. Amount of eye contact - According to the research by (Uono & Hietanen, 2015), In Japanese culture, people are taught not to maintain eye contact while communicating with others because excessive eye contact is often considered disrespectful. For example, Japanese children are taught to look at others’ necks because this way, the others’ eyes still fall into their peripheral vision.
b. Facial expressions - In a publication by Think Cultural Health, they discuss that culture can determine if low facial expressions are considered normal or interpreted as a lack of understanding, a lack of interest, or even resistance.
c. the tone of voice.
d. the proximity to stand from another.
e. how to present yourself.
f. expressing your emotions – Think Cultural Health also say that it is important to take into consideration that even people from cultures that tend to be more emotionally expressive may still think that it is inappropriate to discuss emotions (particularly negative emotions) with people who are not close friends or family.
How to avoid: I think again the key here is to research and make yourself knowledgeable of other cultures that you’re communicating to, to avoid any disrespect and to keep good working relationships.
[bookmark: _Toc167814592]Motivation
[bookmark: _2bn6wsx]Motivation can be described as a force that gives someone the energy and desire to do something, whether it’s personal or for work, motivation is very important. 
There are two types of motivators; Intrinsic Motivators and Extrinsic Motivators. 
· Intrinsic motivators are the things that motivate because they bring joy, internal happy emotions.
· Extrinsic motivators are the external motivators such as money, recognition and praise.
In the workplace there will be some employees that are driven by the intrinsic motivators, going to work, achieving personal goals will give them satisfaction. However, there will also be employees that are only motivated by extrinsic motivators, you will need to communicate with them to find out what drives them and motivates them to be their best selves at work.
The biggest motivator was believed to be pay but is this still true?
An individual’s ambition or personal goals can give an indication of what could motivate them. In my workplace, there is currently a group of new recruits and during introductions they were asked what their ambitions were. A few of the new recruits said they want to be able to save money for their future, for their new homes or simply to make some money to be able to travel. Another couple of recruits mentioned they wanted to climb the career ladder and progress as much as they can, they wanted to thrive in their role and move on up and the last few wanted “to see how it goes”. 
If you are managing someone who wants to save money or they have future goals that you know will cost money, then salary increases and bonuses will likely be the most effective motivation for them to work hard and produce quality work. When managing those who desire to progress throughout the company, this is more than likely to be recognition, title changes and the steady progression, offering new opportunities will motivate them, but they are more likely to motivate intrinsically also. The "winging it" employees, their motivation can be difficult to identify. You could provide them with a flexible working environment, this could allow them more time to do what they love outside of work. I believe that building trust with them and communicating, asking questions about themselves and what they enjoy could make it easier to find the motivation method that can work for them.
[bookmark: _qsh70q][bookmark: _3as4poj][bookmark: _2p2csry][bookmark: _Toc167814593]Conclusion/ Summary / Recommendations (as applicable)
I recently took a test to evaluate my communication style. The test assessed how we react and how we perceive certain situations. Throughout my adult life, I have been the type of person to always say yes to help someone else despite it making my life difficult and, on numerous occasions, if I ever challenged someone and it was met with conflict, and I would back down and give in. Being a passive person in the workplace and in life meant that a lot of the time, people would take advantage or take you for granted. This caused me to lack confidence in my skills and abilities and I had low self-esteem. I feel that I have matured and gained life experience. I learned that by expressing my opinions and suggestions in the right manner and at the right time, I did not have to put myself in a win-lose situation and a win-win situation was possible. I think thanks to this, I’ve become more assertive than passive without realising. 
The communication test result showed that I was a little more assertive than I was passive. Although the values were close, Assertive had 18 points and Passive had 15 points. I am very pleased with the outcome. I believe it illustrates my self-growth and progression. It shows that I am still helpful, empathetic but I can also communicate my desires/needs/ ideas clearly. I have had to learn not to take feedback personally. I have learned that feedback can be helpful and motivating.
My questionnaire results are below. As mentioned above the results were quite close.
	Total 
18
	Total 
15
	Total 
14
	Total 
9

	Assertive
	Passive
	Passive Aggressive
	Aggressive



I believe that everyone is different, no one will communicate the same. Not everyone is motivated the same way. There is always a need to improve communication skills. It is essential to listen and be adaptable to change and to be open to new ways of communicating. Having good working relationships with employees and getting to know them to a degree will help to learn the most effective way to communicate with them. This will also help you identify what motivates them, as we have learned that motivation is important, people need to be motivated to create their best work and also to be happy in their workplaces.
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