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Introduction
As humans we are constantly communicating with one another. Communication is “the exchange of meanings between individuals through a common system of symbols.” Gordon, G. N. (2024, May 17) 
Research suggests our communication is 7% verbal, 38% vocal, and 55% facial. (Mehrabian & Ferris, 1967)
When communicating in the workplace there are many aspects to consider. This paper will look at models of communication, tone language and formality, ways we communicate, motivational factors and conflict management. 

Communication models 
Communication models are often used in the work place, however some are more effective than others. I have analyzed four different models and assessed their suitability for a modern workplace.
Basic communication model.
This model is circular and allows for information to be encoded and decoded which is the process of receiving information, understanding it and then passing it on to another source then changing it if required (feedback). It shows the message moving through a cycle format and considers most communication channels you would see in the workplace. 
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The table below looks at this model's suitability.
	Model
	Description 
	Strengths 
	Weaknesses
	Suitability 

	
Communication cycle
	
A circular model

A cycle which can be repeated

Allows for messages to be adapted, reviewed and changed if needed.


	
Could cover a varied range of communication methods from verbal to written

Allows for information to be filtered 

Allows for information to be clarified
	
Does not consider ‘human’ elements such as tone and pitch or environment

Could lead to misinterpretation or information being left out

Does not consider outside factors such a noise or disturbance

	
When information needs to be sent through multiple levels of staff 

Allows for information to be condensed and filtered to make the message more concise.
Most communication methods in the workplace



From experience this model would work well where a message can be summarized and key points are to be highlighted. My experience of using this model was when high level information is passed through a chain of command to staff (weekly updates) I would read the email and edit it into key points relevant to my team's job role. They would then do the same thing for their staff therefore repeating the cycle.

The Shannon-Weaver Mathematical Model, 1949 (Shannon & Weaver, 1998)
This model focuses on transmitting messages electronically- i.e. radio or phone. Its design allows for things such as signal strength and background noise to be considered.
It is a linear model which ends at the destination.  This model considers ‘noise’ such a static noise, background interference, connection and signal strength. 
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The table below looks at this model's suitability.
	Model
	Description 
	Strengths 
	Weaknesses
	Suitability 

	The Shannon-Weaver Mathematical Model, 1949


	A linear model

Considers ‘noise’ and channel 

Model ends at destination and does not start again
	Straight forward and direct

Allows for adaption to surroundings 

Highlights signal strength 

Considering back ground noise or interference


	Signal strength only necessary if sending electronically 

Not appropriate for face to face interactions 

Only allows for electronic means of communication

	Sending information electronically 

Communicating a message over the phone, radio etc



From my own experience I would use this model whilst working from home or remote working. I would use it to consider if my location was appropriate, what method would be best considering phone signal and internet speed. My experience of when this model would have improved communication is when a manager was trying to deliver a meeting via Zoom where the environment had a lot of ‘noise’ disruption. This model would have helped them assess the background and decide on a more appropriate location. 

Berlo’s model of communication (Berlo, 1960)
Berlos model of communication is a linear model which focuses on more detail of the receiver of the message and the channel used. It focuses and considers the skills of both the sender and receiver, their attitude towards the message and the background of both parties. It also considers the channel of which the message is being sent, i.e. human senses and the code i.e. text, written etc.. 
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The table below looks at this model's suitability.
	Model
	Description 
	Strengths 
	Weaknesses
	Suitability 

	Berlo’s model of communication 


	A linear model

Considers human concepts like attitude of the personal receiving the message and their cultural background

Model ends at receiver 


	Considers physical forms of receiving information 

Considers both the source’s and the receivers' interpretation of the information.

Considers different level of understanding the information 

Can be used if sign language is required
	Not appropriate for all communication methods

Information may not be able to be adapted- i.e. legislation 

Presumes message is straight forward with no option to review
	Communicating across a diverse audience 

Where there may be barriers such and culture and the attitude of the receiver




In summary this model considers factors such as culture and the understanding of both parties. It recognizes that messages can be received differently and that the culture of the recipient can affect the message.  Research shows this model is used when communication to a diverse audience but presumes the message is straight forward (Toolshero, 2022)
From experiences I would use this model when communicating to a customer who does not have English as their first language or dealing with other ethnicities. 

Schramms model of communication (Schramm, 1965)
This is a circular model which has the added element of interpretation. This means the information can change depending on the receivers interpretation of the message.This model does not have a sender/ receiver so it can be for one person
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	Model
	Description 
	Strengths 
	Weaknesses
	Suitability 

	Schramms model of communication

 


	A circular model

A simple communication model for a message interpretated by either one souce or multiple


	Simple and short

Allows for message to be repeated or changed accordingly

Allows for feedback 

	Does not take into account other way we communicate ie body language
	For short simple messages

For fast communication methods where discussion is not appropriate

Message being received and understood by one or multiple people 



I would use this model in the workplace when receiving a message allowing me to fully understand it before communicating it to another source.  For example- check changes to policy via email.  This would only be used for the instruction part of the communication- not the discussion of the changes. 
Summary 
When comparing the models and considering a modern workplace they can all be utilized differently. The communication model and Berlo’s model would be best for face-to-face commination, whilst the Schramm and Shannon and Weaver model can be used for electronic communication.
The models differ in what factors are considered when receiving a message and how it is received and decoded. 
communication models are important in the workplace as they help us understand how communication works and consider how to improve it (Morrison, 2023)

Tone language and formality
As previously stated, 38% of how we communicate is by our vocals which includes our tone.  Tone is made up of pitch, volume, rate of speech, intonation, and emphasis and it can greatly affect the impact and effectiveness of our communication (Selby, 2023).
The formality we use and the language are also key factors to consider when communicating in the work place.
The below table demonstrates scenarios of which the above needs to be considered.
	Scenario
	Work place example
	Tone
	Language
	Formality

	Crisis
	Fire evacuation
	Direct
Assertive
Clear and calm
	Simple
Concise
Directive 
“move towards the fire escape calmly”
	Formal language but simple. I would want employees to follow my direction but remain calm

	Team motivation
	Motivating a team to improve targets
	Casual
Upbeat
Positive


	Positive
Directive
Encouraging 
“you can do this”
	Casual formality , I would  use 
employee level terminology to gain buy in and understanding


	Conflict resolution
	On team conflict between two employees
	Direct
Calm
Respectful 
	Neutral
Persuasive 
Factual
“we are here to come to an solution”
	Formal i would be impartial. I would encourage I statement to be used by both parties. 


	Delivering bad news
	Informing someone they did not get the job they applied for
	Soft
Empathetic
gentle
	Professional
Empathetic
Clear
“I understand this may be disappointing” 
	Formal
To give faith in the decision I would ensure I was factual and concise. 




In summary, in my previous roles, how you deliver a message greatly impacts how it is received. 
Written and verbal Commnication
Below considers the most common communication methods in the workplace and the considerations I would make using each one. 
· Email- anything non-personal- information sharing, instructions, workplace communications, adverts etc., Email is subject to interpretation. Lacks human elements- therefore anything which needs context or anything personal wouldn't be appropriate to send via email
· Face to face- anything that needs a personal element- wellbeing conversations, giving feedback, team building, motivation. This gives an opportunity for empathy if delivering bad news and allows for human reactions and emotions. you can use open body language, sympathetic gestures and adapt your tone to suit the message being delivered 
· Phone call-most suitable for enquiries, ad hoc requests which are straight forward, keeping in touch if a staff member is off work (if face to face is not an option). This is the quickest form of communication; you can use tone and voice to show empathy. Your tone and pace would be something to consider when communicating by phone as some may struggle to understand you.  
In my workplace, verbal and written communication are the most frequent means of communication. Some examples are detailed in the table below
	Written communication
	Advantages 
	Disadvantages 
	Recommendations 

	Emails- Main form of communication. 
Everything from team moves, policy changes, day to day information, staffing updates and work allocation 
	Can be sent to all staff members at once. 

Can be saved and referred to

Quick 

Can be detailed and include attachments 
	Can be impersonal

Can be overused

Information can get lost due to volumes

Information is inaccessible if system goes down
	Use a priority system- Flag emails dependent on priority so receiver knows how important it is and if it's urgent or can be dealt with later.

Folders to store emails to they can be easily found 

	Signs and posters
Social events, information signs such as exit, toilets etc
Team information/ location

	Visually appealing

Give clear information

Can give important information- i.e EXIT


	Need to be maintained

Can be left to being damaged and look messy

Can easily be missed
	Ensure all visual communications are maintained

Posters to be removed after events

Limit important information and find a more appropriate channel

	Formal letters
Letters for formal meetings, attendance reviews or disciplinaries
	Formal 

Can be used as evidence and have option for signature

Professional templates for consistency


Can be posted

	Can get lost in post

Data security breaches if left out

Can be read by other parties when printed if not collected straight away

Can be lost or not disposed of correctly
	All letters to be sent secure and signed delivery 

Attach print passcode when printing so not left on printer

Ensure security procedures are followed with all paperwork

Lock away securely and use options like shredding when no longer required. 




	Verbal communication
	Advantages 
	Disadvantages 
	Recommendations 

	Face to face meetings
	Able to use tone, pitch, pace and body language to convey message

Encourages rapport and working relationships

An opportunity to come together with colleagues


	Information can be lost if not noted down

Staff members may not pay attention

Can be time consuming if not structured or overly used when not appropriate 
	Note taker to summaries meeting and send it out for clarity

Create an agenda to follow

Make meeting interactive for staff where possible

	Telephone calls 
	Quick and direct way to communicate

Able to use tone and pitch as well as words to communicate message

Can communicate across different locations
	Can be distracting if not scheduled in

Can be used instead of face to face too often leading to lack of relationships with colleagues

Information can be forgotten after phone call
	Ensure calls are direct and to the point- if long call needed schedule them appropriately 

Ensure its appropriate for a phone call and consider other alternatives

Make notes and summarize if needed 

	Seminars 
	Opportunity for senior management to interact with staff

Opportunity for discussions 
Gives sense of wider team working
	Time consuming to deliver

Time consuming to plan

Staff may not absorb information
	Careful planning

Comfort breaks and group sessions

Communicate key points 



In summary- choosing the right communication channel is something to consider ensuring the message is received appropriately.

Motivational theories
Motivation is the energy, commitment and creativity that employees bring when in the workplace (Qualtics.com, n.d.) 
 Motivation has two factors- Intrinsic and extrinsic.  
Intrinsic motivation- long term motivation and based on an inside feeling. extrinsic motivation is short term and based on external factors
Below is an image showing the key differences between the two according to Asana.com (Asana, 2021)
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My intrinsic motivators must be met for external motivators to take effect. For example, if I am unhappy in the work environment and have no sense of belonging, a monetary incentive would not make me strive to do better. I also recognize that individuals' motivators change depending on their circumstances or desires, and each is different.
To help with employee motivation, there are several models to use and consider. I have analyzed 3 - Maslow hierarchy of needs,  Herzberg two factor theory of motivation hygiene and Mcgreggor X – Y theory.
Maslow hierarchy of needs (Maslow, 1943)
Abraham Maslow created a framework based on 5  factors -physiological, safety, love, esteem, and self-actualization.
It's depicted in a pyramid format of which each ‘need’ develops once the other has been met and becomes the most important. This model has been argued and questioned on its relevance (Hopper, 2020) but the principles can be utilized in the modern workplace.
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Below is a table analyzing the model
	Model
	Description 
	Strengths 
	Weaknesses
	Suitability 

	Maslow hierarchy of needs
	Triangluar modle with levels of needs

Considers needs alongside motivation
	Models goes back to basics of human motivation

Considers the emotional side of motivation

Considers environment- i.e if your cold or hungry on the workplace it may affect your performance and motivation


	May seem too deep for basic motivation asit expores human instinct 

Suggests you must achieve one before the other

Does not consider external factors

Considers ‘natural instincts’ which may not seem appropriate for the work place


	When assessing the work environment and its impact on staff motivation.

Assessing employee's wellbeing and happiness in the workplace. 




Herzberg two factor theory of motivation hygiene (Herzberg, 2018)
The Herzberg model consists of two factors of motivation- hygiene factors such as pay, work conditions security etc. (extrinsic motivators) and motivators such as achievement, responsibility, growth etc. (intrinsic motivators). Hygiene factors do not necessarily motivate employees to do a better job- they are more considerations and methods to main staff- the motivators tend to link more to motivation from the research so far. Hygiene factors avoid dissatisfaction rather than motivate (Juneja, 2019)
[image: ]
The below table analyzes this model in the workplace

	Model
	Description 
	Strengths 
	Weaknesses
	Suitability 

	Herzberg two factor theory of two factor hygiene 
	’multi layered model with two accents hygiene and motivator's


	Able to be used for a wider range of staff including those who do not want to progress further

Considers working environment and how that can motivate an individual

A model that considers ‘satisfiers and ‘dissatisfiers
	Does not allow motivators to change or evolve

Presumes everyone has the same in both categories 
	For a work environment for those who want job security and consistency and not progression. 

Creating a stable and functional  workplace




Mcgreggor X – Y Theory (McGregor & Bennis, 1979)
The X-Y theory consists of two different approaches to managing staff. One with the belief we must force people to work as they don't want to, and one that people enjoy work and you don't need to manage them. This model doesn't focus on the employee- it focuses on the perception of employee from the manager.  
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The below table analyzes this model in the workplace

	Model
	Description 
	Strengths 
	Weaknesses
	Suitability 

	Mcgreggor X-Y
	A modle based two ends of the scale when dealing with staff

One based on an authoritative approach and one with a leadership approach
	Some staff might fit into the X theory and don't want to work and have to be cohered 

Y theory allows for those who want to be there and do well can be lead in a leadership way
	X and Y theories are very different there is no scope for somewhere in the middle

Only looks at extrinsic factors 

Based on the mangers preferred style or perception rather than the employee
	Suitable for team motivation where you must adapt to different individuals attitudes and outlook on work

X theory can be used for staff who have performance or behavioral problems where they do have to be managed


Motivation models in my workplace.
The most used model in my place of work was the X-Y model. Most managers took a management approach to their staff and gave little room for new ideas or adapting to individuals' motivators.  Whist this model worked managers needed to consider the Y side of the theory to motivate those who wanted to work and strived too always do better. However, there are a lot of staff in the workplace that sat in the X category and needed to be managed due to poor performance and attitude. 

Factors in the workplace that affect motivation
Job satisfaction- An intrinsic motivator as this is a long-term motivator and meaning is an emotional response. This is how fully filling employees find their job. This also considers how challenging and meaningful a job is to the employee. This leads to more engagement and performance
Work environment- AN extrinsic motivator based on the persons environment and is short-term depending on the role. A workplace that offers support, encourages collaboration and has good communication increases motivation. It's evident that a toxic work environment has the opposite affect 
Work life balance-Extrinsic motivator as this is the outside factor to an interal feeling or need i.e.- to be with family. Flexibility, remote work options and time off lead to more motivated and engaged employees. Control over working hours and time off give the employee a sense of less stress, leading to more motivation. 
Organization culture and values-Extrinsic motivator as it's an outside factor usually based on the environment.  When the organization's values align with the employee’s personal values, it increases the employee’s motivation. When values clash and do not align it can have a negative effect on employee wellbeing and motivations 

From my own experience these motivations are some of the keyways to lead a workforce. As someone motivated by WorkLife balance, an organization focused on pay or reward would not make me motivated to do my best.  I have experience of being led by a company which focuses on targets and an expectation exceeding your job objectives as standard. However, the workload was so high the only way to achieve this was to work longer hours.  This completely demotivated me as my priority was flexibility and time off as i had young children. This resulted in me leaving the company. 

Conflict management
Work place conflict tends to fit under two categories- personal and professional. Personal tends to be things such as personality conflicts, dislikes to each other or personal matters such as family problems. Professional conflict is things such as goals not aligning, professional disagreements or disagreements around how things are done in the work place. 
Work place conflict can cause stress, staff absences, anxiety, low productivity and high staff turn around. (Picincu, 2019) 
According to MindTools.com  (Mind Tools Content Team, 2024) there are 5 conflict resolution strategies
Raise the issue early- allowing the conflict to go on without discussing it only leads to further stress and anxiety. 
Manage your emotions- staying calm and using ‘I’ statements stays away from blaming anyone, and focuses on you as an individual. For example instead of ‘you did this to me’ using ‘I felt this way’ focuses on you as an individual and avoids finger pointing 
Show empathy- putting yourself in the position of the other person and seeing things from their point of view. This helps build respect and come to an agreeable solution
Practice active listening- paraphrasing, open body language and sticking to the facts helps to identify the source of the conflict
Acknowledge criticism- it may be difficult to hear, but there may be areas you need to improve on to avoid further conflict. This will help you improve and grow as a person. 
From my own experiences conflict in the workplace was most common where it was perceived that unfair treatment was happening between staff members, this was professional conflict- however there was an element of personal conflict as there were also personality clashes. The solution from management was to move the staff members teams- and not use any strategies to resolve the conflict. I would have used the above as early as possible to try to deal with the issue head on instead of avoiding it and reviewed the situation within a set timeframe
In summary- conflict in the workplace is inevitable and it can be the beginning of new ideas, stronger working relationships and changes to a work places culture (Stanford Martin, 2020) but must be dealt with appropriately.

Personal communication
When looking at personal communication I wanted to assess my own communication skills and gain feedback. I created a questionnaire (Appendix A) which I have sent to previous colleagues and a friend. Feedback is important as it helps us improve and it is an opportunity to learn and develop our skills (Corbett, 2022)
From the questionnaire and discussions, I have found my key strengths are- nonverbal communication, inclusion and adaptability. Comments included I also display open and encouraging body language, i ensure each person feels valued and I am able to adapt my communication depending on my audience.  My main areas to work on are written communication, specifically spelling and grammar, clarity and listening skills- specifically listening and absorbing information and my tendency to ‘story tell’ or go off topic.  I have created a PDP to help improve these areas (Appendix B) 
The goal for my written communication is to produce professional and well written documents. I will use feedback from my assignments to improve and use programs such as spelling and grammar checkers. Improving in these areas of professional writing builds a reputation for quality work, builds credibility and produces clearer communication (Writemore, n.d.) 
 The goal to improve my clarity and listening skills is to absorb more information given to me by others and to be more concise with my verbal communication. To improve these areas I will take notes and use paraphrasing when others are speaking. I will also pause and think before I speak to focus on the point i want to make.  Active listening in the workplace is important as it effects your job effectiveness and the relationships of those arounf you (Mind Tools Content Team, 2022)
 To improve my conciseness, I will take my time and continue with my learning on this course to improve. Being concise ensures everyone is on the same page, reduces misunderstandings and allows for clear information to be delivered (TheKnowledgeAcademy, 2023)

Summary
In summary- communication, understanding staff's motivators and handling conflict are all important considerations for the workplace to get the best from employees. 



Appendix A Self-Assessment
Below is the questionnaire i sent to assess my communication 

Scoring 1-5 1 being strongly dissagree and 5 being strongly agree please asses my communication statements.

1. Clarity 
· I express my thoughts clearly and to the point.
· I use clear language to avoid misunderstandings.
2. Listening Skills 
· I actively listen and show interest when others are speaking.
· I ask clarifying questions to ensure understanding.
3. Non-Verbal Communication 
·  I maintain appropriate eye contact during conversations.
· I use open body language 
4. Empathy and Understanding 
· I demonstrate empathy towards others’ viewpoints.
· I check understanding by clarifying information 
5. Confidence and Assertiveness 
· I communicate my opinions confidently.
· I can handle conflicts and disagreements calmly.
6. Adaptability 
· I adjust my communication style based on the audience.
· I am open to feedback.
7. Inclusion
· I take the time to ensure each person is heard
· I give others the opportunity to speak
8. written communication
· I use appropriate spelling and grammar
· My written communications are professional and use appropriate language

Any additional comments:
End.



Appendix B
My PDP
	Area 
	Areas to improve 
	Goal 
	Actions 
	Supports/ resources 
	Review/ completion date 

	Written communication 
	Improve spelling and grammar 
	To produce professional written communication
	Feedback from my assignments, programs such as word to check spelling and grammar, read more literature like books to learn better words 
	Feedback from assignments, spell check, books
	31/08/2024, compare assignment scores as course progresses. 

	Listening skills
	Clarity and absorbing information 
	To take in more information when others are talking 
	Take notes where possible, paraphrase, think before speaking to ensure I know what point I am trying to make 
	Feedback from those around me, resend questionnaire to peers
	31/08/2024

	Conciseness 
	Being clear with my verbal messages
	To reduce the amount of ‘storytelling’ I do and give clearer verbal information
	Pause and think before speaking, stick to the point I am trying to make 
	Continue to learn whilst completing ALAM course and ask for feedback 
	31/08/2024
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respect, self-esteem, status, recognition, strength, freedom

Love and belonging

friendship, intimacy, family, sense of connection

Safety needs

personal security, employment, resources, health, property

Physiological needs

air, water, food, shelter, sleep, clothing, reproduction

Maslow's hierarchy of needs

By Elizabeth Hopper
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