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[bookmark: _Toc903770505]1. Introduction 
This report explains the importance of communication in a retail clothing store and how any related challenges were solved. This report will discuss the different cycles of verbal and non-verbal communication and will also explore the communication theories of Shannon and Weaver’s model, Schramm’s Model, and Berlo’s SMCR Model, and how effective they are in a retail work environment. 
A communication questionnaire form was created for members of staff and friends to complete which will be scored on a scale of 1-10. The score results will then be assessed to look at ways to improve my customer service skills and my approach through communication. 



[bookmark: _Toc1480642716]2. Communication Theories and Models

[bookmark: _Toc459789010]2.1 Explanation of Communication Cycle

Charles Berner in (1965) developed the communication cycle. in a retail workplace the process of communication firstly starts with the sender, which could be an employee or a customer who has a message to share. The sender then creates a clear message. This could be information about a new product, instructions for staff or a customer's enquiry for a product. The person sending the message decides how they will send it either by discussing it with a person, face to face, using email, texting or having a work meeting. Then the message is received by the person or audience enquiring. This could include asking queries, offering feedback, or assuring understanding. The message is then answered by the person who received it. This could be an answer to their enquiry. Sometimes there can be a miscommunication, which can happen when the store is very busy and has a loud background noise, or too many people asking queries at once, which can cause a barrier that can disrupt the message. This could result in misunderstandings. Also, poor signal could disrupt messages. It is very important to provide the best customer service by minimising the noise to ensure effective communication. The goal is for the receiver to understand the message clearly as intended. If there is confusion, it's always best to go back and explain it better. 






[bookmark: _Toc2083964182]2.2 Importance of the cycle in effective communication within management
Good communication in a retail workplace is important for working well together as a team and keeping things running smoothly. The communication process helps make sure messages are shared clearly and understood well. The cycle helps ensure that messages are clear, which helps avoid any confusion between the manager and workers. It can include giving honest feedback, which helps resolve any problems and will increase better performance. Providing effective communication keeps employees interested and motivated, which will result in better customer service. It encourages staff working together as a team which is extremely important for reaching the store’s weekly targets and goals. According to TheKnowledgeAcademy (2023) The disadvantages are sometimes clear messages or too much information at once can be miss understood, this can result in confusion and mistakes can happen. Overall, the advantages are having good connection builds stronger relationships within the team and builds trust. Receiving messages that are easy to understand and clear will accomplish effective communication. 



[bookmark: _Toc1139691455]2.3 Relevance of Theories and Models Today
 
[bookmark: _Toc1393890530]Shannon-Weaver model of communication
American mathematicians stopped focusing on numbers during the World War II and came up with a rather effective communication model.  In the Shannon-Weaver model, the concept of "noise" was used, such as background noise which interferes with the message during a speech. In this effective model the five elements of the Shannon-Weather model are the sender, encoder, channel, decoder and the receiver.) According to Goby, J. (2023) here is an example: A manager is teaching an employee how to do something new, during this a car alarm goes off causing distraction for the manager which causes an important step missed in the manager’s explanation. In this example, the manager is sending the message, using their mouth to speak by encoding the message. The meeting is where the message is sent to the employee (which is the channel) who listens with their ears to understand the message (decoder and receiver). The car alarm is a distraction that interferes with the message. 
[bookmark: _Toc906529543]Schramm model 
One of the earliest and most significant models of communication is Schramm's model of communication. Originally published by Wilbur Schramm (1954), it includes improvements over earlier models, including the description of the purpose of experience and the inclusion of a feedback process. According to Schramm, communication is the exchange of information or a shared perspective on signals. A source, a destination, and a message are the three fundamental elements of his concept. The source has some thoughts before the process begins. Then, using signs, this concept is transformed into a message and sent to the intended recipient.  Constructing the original concept requires the destination to decode and understand the indications. As a type of feedback, they create their own message, encode it, and return it. A key element of many communication methods is feedback. It can be used to reduce processes like outside noise or mistakes made during the encoding and decoding stages that could compromise effective communication.
[bookmark: _Toc1447342662]Berlow’s SMCR model of communication
Working in a retail clothing store, the manager who explains how to earn "employee of the month" in detail is a smart way to motivate staff using Berlow's model. By sharing the message (what to do to win), the management (sender) motivates the employees and team to put in more effort to assist the customers and maintain a clean, tidy store. Also, achieving weekly targets such as a reaching a high percentage score, meaning there is very little out of stock and a variety of sizes in the clothing range on the shopfloor and not stuck in the warehouse. This keeps customers happy and satisfied.  Staff members may then ask questions or offer feedback, restarting the cycle again. This back and forth helps everyone stay clear and motivated.  
[bookmark: _Toc624471697]3. Verbal and Non-Verbal Communication (400 words)
Clear verbal communication in the workplace helps in explaining product details, handling complaints, and creating a positive shopping experience. It ensures customers feel valued by achieving customer satisfaction. Both verbal and nonverbal communication are connected, according to Dease, J.P. (2022) success requires effective verbal communication. However, as body language and eye contact may either support or contradict spoken words, nonverbal communication is an essential accessory.
[bookmark: _Toc771468837]3.2 Importance of Non-Verbal Communication
Non-verbal communication in a retail clothing workplace involves expression through body language; using facial expressions such as smiling, making eye contact, and using friendly body language helps customers feel welcome and comfortable. Essentially, friendly body language from staff makes shopping better. It builds trust and brings customers back. According to Coleman and Hiba (2023), Segal, J., Smith, M., Robinson, L. and Boose, G. (2025). body language, hand gestures, and facial expressions are examples of nonverbal communication. When attempting to communicate with others or express oneself, nonverbal and verbal signals are frequently used. 

[bookmark: _Toc713635]3.3 Levels of Formality
In a clothing retail workplace, body language, facial expressions and gestures change depending on how formal the situation is. For formal interactions, like helping a new or upset customer, staff should stand straight, smile politely, and use small, respectful gestures. In semi-formal situations, such as helping regular customers, posture can be more relaxed, smiles more natural, and gestures a bit more open. For more informal moments, like chatting with your co-workers or regular familiar customers, body language can be casual, and expressions are more relaxed and friendly. 


Formal vs. informal communication; how to choose the appropriate level based on audience and context
According to Alam, A. (2023). Formal communication is organised and follows a set of regulations. Official communications like emails, reports, or meetings are frequently a part of it. A example, the manager will either email every employee or use WhatsApp to provide staff with the policy updates, He will keep us updated with our holiday hours we have got and discuss what dates we would like to book off. We will have team meetings about reaching targets and see if we are reaching goals. furthermore, delivering an analysis of sales to the group. He will also keep us up to date with what weeks commencing for seasonal offers 25% clothing, and what sales are up coming. This helps us know important information which helps us keep up to date which will keep the team reaching our targets. This also makes sure that our customers receive the full benefits with our sale items, and 25% of seasonal deals we offer. 
The difference to Informal communication is more relaxed and does not follow strict regulations. It often involves staff discussions or chat groups. salesperson is discussing with a colleague how to deal with a challenging customer. Or could be a messaging group chat feature to share jokes or updates. The significance of it can create a strengthening relationship in a working atmosphere and can create a friendly workplace, also exchange of ideas and advice of the team.
[bookmark: _Toc398602463]4. Barriers to Communication and Remedies 
[bookmark: _Toc207031106]Identification of common barriers in the retail environment (e.g., noise, cultural differences)
There are some common barriers in retail which are the result of individual attitudes. These can include personality conflicts, ineffective management, or a lack of ambition to communicate effectively. They can also occur when individuals act and think in ways that are not supported by accurate facts or assumptions. These challenges are more frequently observed in businesses where a lack of transparency in the workplace from the management structure can impact communication in retail, which is when there are unclear expectations or instructions. Also, poor customer service can massively affect a retail company, which can include a very busy store with a lack of staff working instore, resulting in long waiting and queuing times. This can result in losing customers and them leaving and being likely to tell others about their negative experience. This can really impact the retail business and potentially lose a lot of sales and customers. 

[bookmark: _Toc194859050]Suggested remedies and strategies to overcome these barriers
The keys to overcome these barriers are to have a good manager in place with a good structure and plan and involving the team to work together. With everyone working hard to achieve weekly targets, this will motivate everyone and help overcome any barriers. Furthermore, if everyone is till-trained on shopfloor, then when it is busy, shopfloor workers can help and go to the tills when needed. This will avoid customers wating too long and mean it is less likely for customers to complain or have a negative experience, and most likely will lead to returning happy customers. 

[bookmark: _Toc1653895541]5. Assessment of Communication Methods
[bookmark: _Toc2092163148]5.1 Verbal Communication Methods

According to Coleman, B. and Hiba, A. (2023). Verbal communication is the process of sharing thoughts, emotions, and ideas through spoken language. Its success relies on several factors such as word selection, tone, and clarity. This form of communication is interactive, with the speaker conveying information while the listener understands and interprets the message. The advantages of verbal communication in retail are creating a positive approach, paying full attention to your customers and understanding their needs, Making sure to active listening showing understand and knowledge. Providing a friendly and helpful service, Also knowing to use the right tone of voice.  
  (Types used (meetings, face-to-face, phone calls), their advantages, disadvantages, and appropriateness)



[bookmark: _Toc722822668]5.2 Written Communication Methods
According to Vdovin, A. (2020) Written communication means using effective communication using emails means using a variety of skills to ensure professionalism and understanding. The key skills are making sure written communication is well organised, involves using the right grammar, full stops and bullet points, and the message should be straightforward so that the receiver can understand the message clearly, which is crucial for the reader to understand the message. Making sure the message suits the receiver's expectations and needs is also important and most of all the tone should be appropriate, for example informal, formal, or persuasive if required. Consistency results in a advantage in professionalism and demonstrates a respectful and polite culture. Empathy, which involves addressing and understanding emotions and perspectives of the audience, will improve effective communication because people feel understood and listened to and will be more willing to trust and be open. 

[bookmark: _Toc1274378055]Evaluation of Current Effectiveness What works well, what doesn’t, and recommendations for improvement
Firstly, what doesn't work well is having rude or lazy staff which can result in an untidy store layout. Also, a lack of product knowledge when a customer asks a member of staff, which will cause frustration for customers shopping. Being short staffed can result in having long queues and customers waiting in long lines will then result in potentially losing regular customers who could leave negative feedback.
[bookmark: _Int_o1g2NDI0]The key is identifying what needs to be changed and what is the first step towards a positive retail environment. Managers should clearly express their goals to staff and make sure they are in line with the strategy, vision, and values of the retail store. Also, objectives must be SMART (specific, measurable, achievable, realistic, and time-bound) Swann et al.,(2023) In this manner, the team can be made aware of the expectations and the goals. Using training methods and using technology such as POS (point of sale) app for product store details is key for staff to use so they can assist their customers also seeing what's in stock and what's out of stock. It is vital to regularly make sure the store is kept in a tidy layout and products are always restocked, and prices are kept up to date. It is also essential to make sure employees have the ability to solve any customer questions or issues on the spot which can turn from a negative experience to a positive experience. 

[bookmark: _Toc891825727]6. Theories of Motivation in Retail
[bookmark: _Toc875517558]6.1 Definition of Motivation
According to Düzdemir (2022) employee motivation is essential in the retail sector. The definition of motivation that the drive for action comes from employees themselves not from outside influences and that they have a sense of purpose and are willing to attempt mastering skills. People feel motivated when they enjoy completing specific tasks, and although retail companies cannot control this type of motivation because it is personal, this incentive may be ensured by employing retail personnel with the appropriate cultural fit and granting them more authority. For example, a store that offers environmentally friendly cosmetics should constantly look to hire employees who are passionate about both personal care and environmental preservation. Higher intrinsic motivation will be the outcome of this inherent passion for the brand's goal and values.
[bookmark: _Toc1629411718]Differences between intrinsic and extrinsic motivation
According to Personio (2024), extrinsic motivation comes from external sources, such as rewards or avoiding negative effects, while intrinsic motivation comes from within an individual, motivated by their own goals. In the workplace, for example, an employee who gains new skills for personal development is intrinsically driven, whereas an employee who gains new talents to advance is extrinsically motivated.
[bookmark: _Toc1205445478]6.2 Overview of Motivational Theories
According to Grzegorzek (2024) Overall motivation theories describe how managers try to inspire their employees to increase morale, efficiency, and satisfaction with their work.   Because employees that are demotivated can affect the performance of a whole company, as it is essential for long-term business success.
[bookmark: _Toc163943031]6.2.1 Maslow’s Hierarchy of Needs

According to Abraham Maslow, he first presented the idea of hierarchy of needs in his 1943 paper. “A theory of human motivation,” which he later repeated in his later book Motivation and personality.  The hierarchy proposes that individuals are to satisfy fundamental requirements before focusing on their more complex ones. Maslow was more interested in finding out what makes people happy and what they do to get there. According to Maslow's humanist beliefs, people are innately motivated to reach their full potential. But first, a few more fundamental requirements must be met to reach this goal. Food, shelter, love, and self-worth are among these necessities. These requirements, according to Maslow, are essential to behavior motivation, and are comparable to gut feelings. Starting at the lowest level, known as physiological requirements, Maslow's hierarchy of needs consists of five levels. The necessities for survival are included in the physiological requirements. Physiological requirements include food, water, breathing, and homeostasis.
Using Maslow's Hierarchy of Needs in a retail store can boost employee motivation and performance. By meeting the different needs of employees, stores can make them feel appreciated and satisfied. This overall strategy helps keep employees and makes customers happier, which is good for the business. A motivated team is more likely to offer great customer service, leading to more sales and success for the business.


[bookmark: _Toc1223836258]6.2.3 Herzberg’s Two-Factor Theory
The two-factor theory, created by Frederick Herzberg, explains what makes employees happy or unhappy at work comes from different things. For example, if the working conditions are bad, people will feel unhappy. However, just having good conditions doesn’t necessarily mean they will be happy. Things that can boost happiness at work can be being recognized for good work, are different. Herzberg uses the term hygiene's for things that can make people unhappy like bad conditions, and motivators for things that can make them feel satisfied like praise and recognition. According from Iyer, Y. (2024) Ways to effectively keep your project team motivated and satisfied? A widely used method is Herzberg’s two-factor theory. This theory, recognized in human resource management, suggests that there are two main factors that influence employee motivation what makes them happy at work and what causes them to be unhappy.




[bookmark: _Toc2105376789]6.2.4 McGregor’s Theory X and Theory Y


[image: ]

According to Kendra Cherry, (April 2024) Abraham Maslow first presented the idea of hierarchy of needs in his 1943 paper. “A theory of human motivation, which he later repeated in his later book Motivation and personality.  The hierarchy proposes that individuals are driven to satisfy fundamental requirements before focusing on their more complex ones. Maslow was more interested in finding out what makes people happy and what they do to get there. According to Maslow's humanist beliefs, people are more motivated to reach their full potential. But first, a few more essential requirements must be met to reach this goal. Food, shelter, love, and self-worth are among these necessities. These requirements, according to Maslow, are essential to behavior motivation, and are comparable to gut feelings. Starting at the lowest level, known as physiological requirements, Maslow's hierarchy of needs consists of five levels. The necessities for survival are included in the physiological requirements. Physiological requirements include food, water, breathing, and homeostasis.
[bookmark: _Toc685051710]6.3 Factors that affect motivation Relevance to Retail
	Recognition 
	Fast paced workplace

	Flexible overtime  
	Workload

	Opportunities for growth 
	Communication 

	Work life balance
	Flexibility

	Benefits - employee discounts
	



In retail, different theories help us understand why consumers buy things and how businesses plan their strategies.  Maslow's Hierarchy of Needs helps us see why people pick certain products based on their needs, from essentials to luxury items.  This theory gives valuable insights to improve retail strategies.



[bookmark: _Toc1954378519]9.2 Collection of Feedback
Discussion of questionnaire findings: what peers said about verbal and written communication

[bookmark: _Toc975144580]9.3 Analysis of Own Communication Style
Communication Ratings
Communication Frequency: 7/10
Tone of Communication: 6/10
Listening Skills: 7/10
Active Listening: 8/10
Speaking Speed: 7/10
Self-reflection on strengths and areas for improvement
 My preferred communication skills are fully engaging in conversations to connect with others. I need to improve on communication ideas and make them more clearly to minimize misunderstandings. Also work on improving eye contact.





[bookmark: _Toc1999087584]10. Personal Development Plan (PDP)
[bookmark: _Toc1182785460]10.1 Identification of Strengths and Weaknesses?
Strong active listening skills enable better connections with others.
[bookmark: _Toc2000042979]good listening skills support understanding and engagement in conversations. 10.2 Tone of communication needs improvement for clarity.
Eye contact requires enhancement for better engagement. Speaking pace may lead to misunderstandings or difficulties in retaining attention.
My goals for improvement Setting SMART 

There are certain objectives to enhance my communication skills. Firstly, I must focus on articulating ideas clearly. These must be measurable to get feedback from colleagues with clarity. They must be achievable also must practise summarizing ideas in a structured way. Goals must be relevant, good communication will improve relationships as well. 


[bookmark: _Toc952628413]11. Conclusion
From finding research information from peer reviewed articles on communication management, and the importance of effective communication and formality. Also, assessing a variety of verbal and non-verbal signals in communication of what is effective and what isn't effective. From this I have learnt that the most effective communication in my workplace would be using both verbal and non-verbal to ensure successful communication.  Effective communication involves speaking in a way that is easily understood and made clear to understand. This way there is better engagement and more proactivity at work.  Learning the difference between intrinsic and extrinsic motivation theories has helped me understand That intrinsic is more about fulfillment and motivation.  While extrinsic factors can be encouraged by influence rewards, or praise from others. 
[bookmark: _Toc1038111733]References 
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Appendix  

personal questionnaire

Do i communicate enough?

Score 7

What's my tone of communication?

Score 6

What improvements can I make on my communication skills?

Communicating my ideas more clearly to avoid misunderstandings. And improving eye contact.
What's your preferred communication skills?

Active Listening paying full attention and being involved in conversations makes it easier to connect with others and understand them better.

Do you think I have good listening skills?

Score 7

Am I an active listener?

Score 8

Do you think I speak to fast?

Score 7



I created a questionnaire to gather information and ideas that can help with personal development. I handed out questionaries to work colleges and a few friends to see what my score results were scoring from 1 to 10. I aimed to look at the pros and cons from the questionnaire and find ways to improve. 
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