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[bookmark: _Toc780531493]1. Introduction 

This study will research and explore key communication models, including Argyle’s communication cycle, Shannon and Weaver’s linear model, Schramm’s model of shared meaning, and Berlo’s SMCR framework. The aim of this paper is to examine management, communication and motivation strategies within a beauty salon environment. It will discuss strengths and weaknesses and well as highlight opportunities for improvement for both the organisation and individuals that can be implemented in the workplace.
It seeks to look at the real-world application of written and spoken communication inside the salon, ideas of contextual motivation, and factors affecting performance. Each model offers insights on how in real-life salons communication can be adjusted, improved or impaired. Applying these models can help salon managers improve service delivery, lower misunderstandings and enhance worker engagement. In small teams when applying new policies or training adjusting your communication style is especially important. Examining these ideas builds the groundwork for professional, inclusive, and successful workplace communication.



[bookmark: _Toc91339647]2. Communication Theories and Models 
Communication in the workplace
Communication involves the sharing of information, emotions, ideas, and instructions between individuals and groups of people, effective communication also includes additional skills of listening, interpretation and the giving and receiving of critique and feedback. Effective communication is an essential tool in the successful daily operations of a beauty salon (Tong, N, 2022). Successful businesses depend on good communication to guarantee staff collaboration, client satisfaction, team morale, and team effectiveness. Clear, inclusive communication is essential for managers to inspire employees, clarify policies, and handle workplace diversity (Robbins & Judge, 2019).
The communication cycle
The communication cycle outlines the steps of effective communication and consists of sender, message, encoding, medium, decoding, receiver, and feedback (Argyle, 1972). The cycle of communication for example could look like a salon manager teaching employees improvements and updates to the client booking system this information (verbal or written) is received by Staff and confirmation, and feedback is given to confirm understanding. Feedback is vital since it lowers the possibility of mistakes such as missing appointments or inaccurate bookings (Tkalac Verčič, A., & Verčič, D. (2023). 
[image: ]
[bookmark: _Toc1549708283]Shannon and Weaver’s Model
According to Shannon and Weaver's model (Fig 1), communication is a linear process with a sender, channel, receiver, and possible "noise" upsetting the message (Shannon & Weaver, 1949). Noise in a salon could be taken literally being that of a fan, background music or chatter off clients or staff, it could also be digital noise possibly that of misinterpreted messages, broken voicemails or bad Wi-Fi. Although developed in the 1940s, this concept is still applicable in highlighting communication obstacles, especially with the growing use of digital tools and remote messaging. It is therefore less fit for dynamic, two-way communication as it doesn't include feedback.
[image: ]Fig 1
[bookmark: _Toc1590065388]Schramm’s Model
Schramm’s model (Fig 2) focuses on the importance of shared experience between sender and receiver (Schramm, 1954). For example, a new trainee may misinterpret product-related jargon if they lack prior knowledge. This model highlights the importance of clear, simple language and checking for understanding—especially in diverse teams or when onboarding new staff. As salons become more inclusive and multicultural, adapting messages to ensure everyone understands is more important than ever (Keyton, 2017).
[image: ] Fig 2
[bookmark: _Toc635599719]Berlo’s SMCR Model
Berlo's SMCR model (Fig 3) separates communication into Source, Message, Channel, and Receiver (Berlo, 1960). The Salon manager (source) should be concise, clear and credible. The message, for example new patch test guidelines, can be delivered via various channels, for example instruction handouts or practical demonstrations. The receiver, for example a Lash technician, is required to have the correct information to understand the message.  This approach emphasises the importance of aligning message delivery with the capacity of the audience.
[image: ] Fig 3
[bookmark: _Toc2073489845]Contemporary Relevance
Particularly for identifying disruption, message organisation, and the ensured accurate flow of data and information, these conventional models are still largely suitable. Understanding process and disruption lends itself to Shannon & Weaver's model as well as the communication cycle. 
These theories are frequently critiqued for their rigid nature and fail to accurately represent authentic communication (Littlejohn & Foss, 2009). In contemporary salons, where managers utilise online tools and applications, communication must be inclusive, accessible, and tailored to modern platforms. Traditional models retain their significance but must be supported by more flexible, audience-aware approaches that consider cultural and individual differences (Gudykunst & Kim, 2003).


[bookmark: _Toc2019205351]3. Forms of Communication, Barriers and Remedies 

3.1 Verbal Communication
In daily operations of beauty salons, verbal communication is key, particularly during team briefings, client consultations, and informal discussions that take place on the salon floor. Active listening, tone, and clarity all play important parts in these exchanges. For example, when leading a client consultation, the beautician must not only manage expectations as well as maintaining a thorough understanding of the client's preferences and requirements. Building rapport and trust using correct tones and receptive communication improves customer satisfaction and promotes recurring business (Adler et al., 2020). 
3.2 Verbal Methods
Verbal communication is seen in morning meetings, check-ins, and training sessions, and can be crucial during client consultations. It allows for immediate questions and feedback as well as encouraging team cohesion and delivers emotion and tone effectively (Kim & Jo, 2023). However, salon noise and time restraints can cause messages to be missed or forgotten. To address this managers can follow up important verbal updates with written summaries or encourage staff to repeat instructions back to confirm understanding. These tools can be used to maintain consistency whilst continuing to maintain the exacting standards clients have come to expect from the beauty industry (Hargie, 2021).
3.3 Non-Verbal Communication
Non-verbal communication, Body language, eye contact, and facial expressions, are equally important forms of communication.  A smile, good posture, and open gestures communicate professionalism and friendliness and create a welcoming and inviting environment. Beauticians must learn the skill of interpreting body language as signs of discomfort, such as fidgeting or tense expressions can indicate dissatisfaction, allowing the staff member to adjust their approach in real time (Knapp et al., 2014).
However, non-verbal communication is often open to misinterpretation. Cultural differences, a person's insecurities or even a hidden disability beit physical or mental may lead clients to exhibit body language that does not correctly reflect their feelings. Likewise, if a staff member is distracted or tired their body language could present them as disinterested or unprofessional (Mehrabian, 2007).
Despite these obstacles, non-verbal communication remains important, especially if a client may not feel comfortable verbalising a problem or speaking out if a treatment hasn't been satisfactorily delivered. Training or educating staff on cultural sensitivity and how to be more open to emotional intelligence can improve interpretation of non-verbal cues and overall service quality (Goleman, 2006).
 Additionally, managers can introduce role-playing exercises with feedback for staff to familiarise them with real life scenarios, helping practice reading body language and facial expressions Walker, K. (2024). Offering anonymous feedback surveys or discreet feedback cards can also provide clients with a faceless space to share their experiences and highlight misunderstandings as can asking open-ended questions  e.g. “How are you finding the treatment so far?” can prompt clients to share real-time feedback reducing the need for interpretation alone. 
3.4 Levels of Formality
Salon communication can range from highly formal interactions to casual friendly exchanges. Formal communication is typically used when discussing policies, client complaints, or conducting staff performance reviews. It ensures professionalism and creates a clear feeling of important decisions or issues. whereas informal communication can include daily chats with co-workers, reminders, or shift requesting shift swaps, promoting team bonding and reducing workplace stress (Schwabe, J., Altenmüller, M. S., & Gollwitzer, M. (2025).
Benifits of official communication is it's clear and holds people accountable. However occasionally it can appear hierarchical, especially within small teams. While informal communication can build relationships, it can also lead to misunderstandings when there isn't enough paperwork or clarity (Tourish, 2020).
A balanced approach is essential for Salon managers who should adapt their tone and level of formality based on their audience and surroundings. During client complaints, a calm, empathetic, yet professional tone is key to help defuse tension while maintaining professionalism. Encouraging a respectful but friendly space that allows both formal and informal communication to blend effectively.
3.5 Written Methods
Written communications covers many elements including but not limited to booking systems, WhatsApp, printed rotas, procedures through to email policy. Its strengths are proven in permanence and consistency, therefore maintaining that every member of staff has access to the same knowledge (Guffey & Loewy, 2020). Digital messages, however, may be misinterpreted particularly if tone is unclear, additionally to much reliance on digital tools may exclude and cause confusion for staff who may be uncomfortable with more modern technology.
 To improve written communication, salons can implement centralised platforms (e.g., staff apps or shared drives) where all updates are stored and easily accessible. Additionally, using bullet points, visual aids, or colour-coding in written materials can help reduce confusion and enhance engagement as well as offering training on all digital platforms used helping build confidence in their use.
3.6 Assessment of Effectiveness
Despite all methods, miscommunication and errors can still occur such as misunderstanding a verbal command, misreading appointment notes and client preferences or misinterpreting a clients body language. These issues can result in dissatisfied customers or missed shifts. A  solution is to hold weekly recap meetings to review key updates and offer staff time to raise concerns or gain feedback.  
Where digital tools have undoubtedly modernised and streamlined communication, both verbal and non verbal methods remain essential for the building and cultivation of relationships ensuring clarity. A blended approach is most effective—combining verbal and non verbal interaction for engagement with written communication for accountability. This three-pointed strategy ensures that messages are delivered accurately, retained, and understood by all team members.

3.7  Communication barriers and remedies
Effective communication is essential to sustaining team efficiency and delivering excellent service in beauty salons.   However, there are several barriers to effective communication, among them are linguistic, cultural, emotional, and physical (Verma, A. K., Ansari, S. N., Bagaria, A., & Jain, V. (2022).
In diverse client and employee settings, linguistic and cultural barriers are becoming increasingly important.  Language barriers or unfamiliar jargon may cause confusion or misunderstandings. Salons can overcome this by adopting inclusive communication strategies, using simple straightforward language, visual aids and translation software when needed.  Alternatively, diversity and inclusion training are another way to improve the team's cultural understanding and awareness.
Emotional barriers that commonly demonstrate during peak working hours include stress and burnout.  Under pressure staff may stop actively listening or talk abruptly, which could lead to miscommunications or conflict.  Managers can address this by demonstrating calm leadership, offering wellbeing check-ins and ensuring adequate breaks are implemented. Staff feel less stressed  when a supportive culture is nurtured within the workplace.
Physical hurdles include environmental and noise barriers, such as inadequate lighting,  poor air quality and noise pollution all effect client comfort and staff performance. Insufficient lighting can distort colours, leading to dissatisfaction with services like manicures or makeup application. Additionally, poor air circulation or the presence of strong chemical odours can create an uncomfortable atmosphere, especially in enclosed spaces without windows.
Tor remedy these issues, salons can install LED lighting therefore ensuring accurate colour representation. Incorporating an air purifier and extraction fans will ensure proper ventilation can improve indoor air quality, reducing the impact of chemical fumes and enhancing overall comfort. Noise pollution can be limited by ensuring the radio is set to a manageable volume, and equipment is turned off when not in use. By proactively addressing these environmental barriers, salons can create a more pleasant and professional environment for both clients and staff.



[bookmark: _Toc1132604251]4. Motivation Theories and Salon Impact

Maslow’s hierarchy of needs theory (Fig 1) outlines motivation through 5 levels from physiological needs, safety, love/belonging, esteem and self-actualisation. In today’s climate Basic needs like food, shelter, and safety are not all guaranteed and it can be especially challenging for self-employed workers including those beauty industry. Rising living costs, unpredictable income, and limited access to benefits mean that financial stability, job security, and a safe environment are not always guaranteed. Until these lower-level needs are met, higher-level motivators like career development, creativity, or personal growth may be out of reach. Managers must first ensure that employees have a clean, safe workspace, regular clients, fair pay, and respectful working relationships. Only then can team members begin to pursue goals like skill development, creative expression, or long-term career growth.
[image: ] Fig 1

Herzberg's motivation-hygiene theory (Fig 2) distinguishes the factors between hygiene factors and motivators.
· Hygiene factors – like working conditions, pay, job security and pensions prevent dissatisfaction but don’t alone actively create motivation.
· Motivators – such as personal achievement, career progression opportunities and recognition are all able to increase job satisfaction and motivation.
In a modern salon, it’s essential to maintain hygiene factors like fair treatment, respectful communication and the correct tools. Ignoring these basics can lead to frustration and disengagement. For example, if a brow technician is being left out of discussions or social events based on ethnicity, religion, or identity—it can create deep dissatisfaction. Even if they enjoy their work, a lack of inclusion can lead to demotivation and staff turnover. This example shows how Maslow’s needs for belonging and esteem, and Herzberg’s hygiene factors overlap. 

[image: ]Fig 2

Mcclelland’s theory of needs (Fig 3) suggests that individuals are motivated by different things:
· Need for Affiliation
· Need for Power
· Need for Achievement
[image: ] Fig 3
Understanding what drives each team member helps managers offer the right support and opportunities.
McGregor’s Theory X and Y (Fig 4) also guides management style. Theory Y, which assumes workers are self-motivated and capable, is especially effective in creative environments like salons where autonomy and trust matter these workers are classed as Intrinsic. Theory X, however, assumes employees are lazy and require strict supervision and control, this group of people are known as extrinsic.  Continued in appendices.
[image: ] Fig 4

The theorists Maslow, Herzberg, McClelland and McGregor can still assist managers understand staff motivations. Their theories shine light on factors such as job security and fair play (Maslow, 1943), career development and recognition (Herzberg, 1966; McClelland, 1987), and autonomy and trust (McGregor, 1960). However these traditional models were conceived in the mid 20th century and rely on all staff are motivated the same way not accounting for needs based on religion, age, disability or gender.
Eg, a young stylist could value flexibility, while an older beautician may prioritise health benefits. A masseuse with a disability could need adjustments to their equipment, while a person of faith may require prayer breaks. Identity-based needs are often ignored in traditional theories, Theory X may inaccurately describe employees, particularly those with mental health challenges, lazy.
To cultivate a more inclusive space, managers could implement modern frameworks for example Daniel Pink’s Autonomy, Mastery, and Purpose model (Fig 4) which promotes self-direction and purpose in the workplace (Pink, 2009). Also, leadership styles that focus on equality encourage fairness and consider the specific circumstances of each employee (Brown, 2021). These methods are in line with current laws, such as the Equality Act 2010, and help make the workplace more diverse.
[image: ]Fig 4
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5.1 Self Evaluation
During the recent evaluation period, feedback from nine salon members points to me being efficient in addressing salon issues. Eight team members evaluated me as personable and supportive, providing a happy and inviting salon environment. This I am delighted with as it mirrors the salon's core principles of client care and collaboration. Positive criticism indicates that I typically seem overly occupied, which impairs my ability to actively listen and be totally present for individual conversations.

Within my working day, I offer guidance on client consultations, product suggestions, and treatments through to helping with photos for social media flatforms. Team members generally consider my directions as clear, especially when describing new therapies or revisions in product application. Nevertheless, six out of the nine staff members expressed struggles in securing dedicated time with me to discuss individual issues, including working hours or personal development objectives. While I am always present in the salon I'm frequently multitasking, ordering stock, client walk-ins, or resolving any other associated tasks that come with running a business.

An example of this was when a lash artist had not understood instructions about an extension treatment. I had quickly explained the process between appointments, but didn’t confirm she understood. This caused a problem that impacted client satisfaction. The communication Cycle failed at the feedback stage—I did not allow the lash artist time to respond or confirm. Using Berlo’s SMCR model, the issue also applied to the channel—I relied on verbal instructions in a loud, fast-paced environment instead of using illustrated instructions.

5.2 GAP Analysis

My GAP analysis review highlights that I am a supportive and approachable manager who quickly resolves issues. However, my availability for more meaningful one-to-one discussions is limited, and improvement of my active listening skills is needed.

To assist eliminate these short fallings I plan to Introduce a dedicated 30-minute open appointment where staff alone can book to ensure confidential time to talk without distractions. 

Post clearly illustrated guides in the staff areas for any updates supporting verbal instructions.

Reduce multitasking during team discussions to ensure full attention is given.


5.3 Monitoring Progress

Carry out monthly team check-ins and continue anonymous feedback forms allowing continuous evaluation and improvement.

Track and review missed or confusing staff communication for learning opportunities.

Keep track of and outcomes of one-to-one sessions to ensure involvement.

5.4 Summary

In summary, although I have created a happy and welcoming working environment improving my listening abilities and organised communication techniques will improve team support and salon performance even if I create a nice, confident, and approachable surroundings.


[bookmark: _Toc239700943]6 Personal Development Plan (PDP) 
6.1 SMART Objectives

1. Specific: Improve clarity in team briefings and one-to-one discussions.
2. Measurable: Achieve 85% positive staff feedback on communication in 3 months.
3. Achievable: Set 30 mins aside weekly for private one-2-ones.
4. Relevant: Clear communication reduces service errors and boosts staff confidence.
5. Time-bound: Target set to be achieved by the end of August.

6.2 Actions & Resources

Attend a short online course focusing on active listening and clear delivery in salon specific environments.

Scheduled dedicated 30-minute weekly open appointment for individual staff support.

Install visual support materials (e.g., treatment diagrams, product guides) in staff only areas and reiterate these during verbal briefings.

Limit multitasking when being approached by staff, helping to improve comprehension and focus.

6.3 Review Strategy

Monthly reflection time to evaluate progress.

Make use of casual conversations and anonymous staff feedback forms.

 Evaluate if goals were reached at the close of every month and adjust development targets as necessary.

For PDP table please see appendices Fig1

[bookmark: _Toc113270217]7. Conclusion 
In conclusion, I feel that understanding communication models and motivational theories is necessary for effective beauty salon management. These tools can improve team communication, delivery of treatments, and boost client satisfaction. I have discovered that my communication style is predominantly direct and task-oriented, which is effective in high-pressure situations but can be improved by including more compassion and active listening. By strengthening my communication and motivation strategies this will help promote a supportive and productive workplace. These suggested changes will assist in boosting staff morale while encouraging collaboration, and result in personalised service for clients, which will contribute to the salon's overall success and client retention
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1. Continuation of McGregor’s Theory X and Y
Intrinsic and extrinsic motivators both play a large part in worker motivation. Self-satisfaction, passion, or a feeling of purpose can motivate people in an intrinsic way, which can lead to long-term engagement and creativity. Such as a cosmetic tattooist who loves making people feel good about themselves might naturally want to improve their skills to offer advanced results for their clients, this however may prove difficult to stay motivated on an internal level if this staff members basic desires aren't met, like fair pay or job security. External motivation, on the other hand, like incentives, promotions, or praise on social media platforms, can offer instant motivation and help you change how you perform. Hypothetically a stylist might put in extra time during a wedding party booking if they were to receive cash tips. But benefits from external sources might only result in short-term effort or an appeal for continued praise from others. The best results in a salon come from blending both providing financial security and rewards (extrinsic) and making a welcoming, positive environment that encourages personal growth and happiness (intrinsic). This makes the team feel appreciated and motivated, which helps the business keep high standards and a low turnover rate.

2. Personal development plan table
My PDP seeks to strengthen my communication by improving understanding, availability, and listening skills. Through focused training, structured staff interactions, and improved visual tools, I will better support my team and reduce dissatisfaction leading to a more confident and collaborative salon environment.

Fig 1
	OBJECTIVE
(SMART)
	ACTIONS & RESOURCES
	TIMELINE
	REVIEW STRATEGY

	Improve clarity in team briefings and one-to-one discussions
	Attend a short online course focusing on active listening and clear delivery in salon specific environments
	1 Month
	Self monitored via reflection diary

	Achieve 85% positive staff feedback on communication in 3 months
	Limit multitasking when being approached by staff, helping to improve comprehension and focus.

	3 Months
	Compare pre and post feedback forms and adjust as required

	Set 30 mins aside weekly for private one-2-ones
	Scheduled dedicated 30-minute weekly open appointment for individual staff support
	Immediately and ongoing
	Track staff participation

	Clear communication reduces service errors and boosts staff confidence
	Install visual support materials (e.g., treatment diagrams, product guides) in staff only areas and reiterate these during verbal briefings
	1 Month
	Staff feedback on usefulness of materials. Revise and expand as needed.

	Target set to be achieved by the end of August
	Implement all
the above to achieve goal
	3 Months
	Track incidents, feedback and communication effectiveness monthly and revise as needed



3. Motivational Analysis Quiz results

[bookmark: _Toc1425084881]MOTIVATIONAL ANALYSIS QUIZ
[bookmark: _Toc597722684](Based on Motivation Theory by John Atkinson and David McClelland)
 
Each of the following groups of statements has three choices. Choose the one in each set which most closely fits your own motivations. Remember, there are no wrong answers. Place an “X” before the letter of your choice.
 
1.               a. When doing a job, I seek feedback.
 X	b.  I prefer to work alone and am eager to be my own boss.
              c.  I seem to be uncomfortable when forced to work alone.
 
2.  	        a. I go out of my way to make friends with new people.
 X	b. I enjoy a good argument.
 	c. After starting a task, I am not comfortable until it is completed.
 
3.  X	       a. Status symbols are important to me.
 	b. I am always getting involved in group projects.
              c. I work better when there is a deadline.
 
4.  X	       a. I work best when there is some challenge involved.
 	b. I would rather give orders than take them.
              c. I am sensitive to others - especially when they are mad.
 
5.  X	       a.  I am eager to be my own boss.
 	b.  I accept responsibility eagerly.
 	c. I try to get personally involved with my superiors.
 
6.  	        a. I am uncomfortable when forced to work alone.
 X           b. I prefer being my own boss, even when others feel a joint effort is required.
                 c. When given responsibility, I set measurable standards of high performance.

 
 
 
7.        a. I am very concerned about my reputation or position.
 X	b. I have a desire to out-perform others.
c. I am concerned with being liked and accepted.
 
8.  	       a. I enjoy and seek warm, friendly relationships.
 X	b. I attempt complete involvement in a project.
             c. I want my ideas to predominate.
 
9.  X	       a. I desire unique accomplishments
b. It concerns me when I am being separated from others.
c. I have a need and desire to influence others.
 
10.  	         a. I think about consoling and helping others.
 	b. I am verbally fluent.
 X	c. I am restless and innovative.
 
11.  X	          a. I set goals and think about how to attain them.
 	b. I think about ways to change people.
             c. I think a lot about my feelings and the feelings of others.
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