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Work based Report on Communication for Performance
Introduction
In this report I will talk about the effectiveness of communication and how various aspects can alter the way we send, receive, and decode messages. The effect of verbal and non-verbal communication when dealing with colleagues and the impact certain non-verbal communication actions can impact the team. I will discuss tone, language, and the level of formality within the workplace and how this can affect communication and relationships. Furthermore, I will talk about communication cycle and how they are relevant in my workplace. The principal factors that affect performance and motivation, as well as the theories behind motivation. Applying one of these theories to my own workplace. I will talk about developing an effective way to evaluate my own levels of communication. Lastly, I will analysis this data and create a Personal Development Plan and GAP analysis table identifying areas which need improvement and how this can be achieved.
 
 
 
 
 
















 
Explain the relevance of the communication cycle for effective communication in management.
The relevance of the communication cycle for effective communication in management allows us to observe all areas used to communicate. “Communication is the transactional use of symbols, influenced, guided, and understood in the context of relationships” Duck (2015). When communicating there are different elements that effect the way we receive and decode messages. The tone we use, the way we present ourselves and the words we use all affect the way our message is received and decoded. The way we send a message, face to face, phone call, email and text message can all affect the way the message is received and decoded. For example, outside influences. The Shannon-Weaver Mathematical Model, (1949) incudes in their cycle that a noise source can affect the ability to receive and decode a message. For example:  If a colleague is working from home, a dog barking could influence the way the message is decoded because they are being distracted by the noise around them. The communication cycle can help pinpoint where an error has arisen, with use of feedback, thus allowing us to fix a problem. The use of communication cycles whether linear, interactive, or transactional allow us as management to be clear and concise when sending a message, with the added option for feedback we can ensure that messages being sent are received and decoded in the correct manner to avoid making future errors. 
Explain, with examples, the importance of selecting an appropriate tone, language, and level of formality in different situations with different people. 
It is important to use an appropriate tone when talking with a colleague, as it shows a level of respect and understanding. It is how you motivate your colleagues to do the tasks you have allocated them, and it allows them to decode the message being given to them, without it being misinterpreted or misconstrued. 
An example of this:
Two colleagues talking at the end of meeting. The manager says, “C1, I need to talk to you in my office once we’ve finished.” There is no pause in the sentence and no context. Therefore, the colleague receiving this message decodes and believes they have done something wrong. 
If the manager had said “C1 after the meeting, could we have a chat about what has been discussed, and see what we can do next.” There is now context about what will occur, the tone at which it has been spoken has changed. Therefore, the colleague receiving this message will think the boss just wants a run down on the matters that have been discussed in the meeting, and what to do next to improve/change the outcome.
Tone is important because the way we convey a message, the volume of voice, the context of the message being sent and how clear we are when giving the message will all affect the way the message is received and decoded. If the wrong tone is used it could bring unnecessary anxiety /stress into the workplace.
 The importance of using the correct language in the workplace allows colleagues to build trust, enhances teamwork and motivates colleagues to be more productive. It allows them to see and hear what is expected of them in terms of targets/goals, objectives and expectations. Language is not just the words we use but the way in which we present ourselves. Body language and the language we use must be the same, otherwise mixed messages are being conveyed. Our body language can give away what we are feeling. So, it important to be aware of how you present yourself when communicating. As Mehrabian (1971) stated what is said is only 7% of language, the tone and voice we use is 38% but our gestures, facial expressions, posture, and eye contact make up 55% of our language. 
An example of this: 
You ask a member of management to go through something that is unclear to you. They are stood with their arms crossed and their face frowning but tell you they are listening, and you have their full attention. The words being spoken, and their body language are not the same. Therefore, leaving you in a position of what should I do, as I need help, but I can see you are not going to be fully focused.
The importance of using the correct level of formality in a workplace allows you to show various levels of respect across the workforce. The way in which we greet and talk to people varies in the workplace because of their position, within the business and how well you know them.
An example of this: 
You would greet you friend in work with “hiya, how are you? Kids, okay? Nice night?” it is very informal and flowing. The words you use, and your mannerisms are friendly and easy going.
To greet a member of management would be more formal “Good Morning Mr/Miss/ Mrs Name, I hope you're having a lovely morning.” It is more formal but your still friendly.
If you were greeting a member of head office, you greet them with “Good Morning Mr/Miss/Mrs Name” It is very formal and polite, always showing respect and curtesy whilst in their company.
The examples above can portray the importance of selecting the correct tone, level of formality and body language towards colleagues, to ensure the message is being delievered and decoded effectively. Mehrabian (1971); Moran (2016)
 
Asses the effectiveness of a range of verbal and written communication methods within your area of the organisation
In my workplace I use both verbal and written communication. The effectiveness of using verbal face to face communication it allows me to get direct answers and solutions. Clear objectives have been given and any issues are dealt with there and then. You can have questions from colleagues that you may not have thought of, they may have an idea which is more practical and could be more productive. You can also get instant feedback about what has been discussed. This method works because, if there is a problem, you can speak to someone within the firm or in the meeting, that are qualified in that area, to hopefully solve the issue that has arisen. This way of communication is free flowing and open and allows for more ideas and issues to be discussed leading to increased motivation and productivity. When discussing over the phone, you must clarify what is being discussed to ensure you have received their message/ point clearly before taking the step. This prevents any errors occurring later in the phone call when offering solutions, as this can decrease motivation and productivity.
When using written communication, it allows me to be conscientious about what is being said and asked for. This method works well because your able to think about what is need and the best way to motivate the team to complete it. You can give bullet point tasks which may be easier for some team members, or just have your tasks written clearly, so that colleagues always have something to refer to. This can sometimes be more time consuming, therefore, not as productive as if it were being done face to face, but it can also be more beneficial to colleagues who must complete tasks over a longer period. 
Evaluate theories of motivation relevant to your workplace
Psychology today (2023) “Motivation is one of the driving forces behind human behaviour. It fuels competition and sparks social connection. Its absence can lead to mental illnesses such as depression. Motivation encompasses the desire to continue striving toward meaning, purpose, and a life worth living.” 
You have intrinsic motivators; these are the things we do because they make us happy. It is our own personal satisfaction and accomplishment we strive for. Extrinsic motivators are the things we do to benefit from, it rewards us, such as a monthly bonus. 
Three major motivators are Needs, hunger, thirst, friendship etc... Values, what we consider important, good manners, family, health, and wealth. Goals, what we work towards, higher qualifications, saving money for something such as a house/car.
There are different theories behind why people are motivated, Maslow’s Hierarchy of needs (1987) is one based on the needs of humans as species. They work their way up through these needs. Once each need has been satisfied, this does not need to be 100% satisfaction, just enough to allow them to move onto the next. 
Hertzberg’s Motivation Theory (1964) is based on the principal that people have two categories of needs, Hygiene and Motivators. Hygiene is based on the persons work environment such as conditions i.e., temperature of the office, the relationships they have within the workplace as well as their wages. These are important because if they are dissatisfied, it could lead to a decrease in motivation. Hygiene factors do not always increase motivation. Motivators are the factors that motivate people to work harder such as promotion, achievement, and recognition. Offering individual goals can increase motivation because its increasing personal growth. These needs, need to be balanced to allow for optimal growth and productivity. 
The Incentive theory of motivation is based on the fundamentals that a person is only motivated by incentives. Whether this be external or internal. External motivators include promotions, bonuses, and praise. Internal incentives are job satisfaction and being praised for a job done well. 
[bookmark: _Int_YXe3TTo7][bookmark: _Int_ZoEpqQRd]Franzoi (2010) stated, “The value of an incentive can change over time and in different situations.” People have different needs, and these needs will be fulfilled in separate ways. As a manager you must ensure that you are fulfilling each colleagues needs based on their own personal motivational needs. This is relevant because regular incentives drive motivation and productivity within the work force. It encourages colleagues to work harder to achieve and receive the incentives being offered. 
For example: C1 feels like they have the right working conditions, they have a clean van, it is stocked with all the necessary equipment and tools they need to do their job. Their fundamental needs are being met which regular breaks to eat and drink. They feel safe in their job and part of a team. C1 is happy with their wages therefore, some of their basic hygiene factors are being fulfilled. They are given regular opportunities for growth, such as skill training for new equipment and they have their basic training courses paid for to comply with the laws of their job. They are being motivated “satisfied” to continue being productive for the company because these courses are expenses and time-consuming meaning, they could find it difficult to do in their own time. Therefore, the option of continuous personal growth is given. They are offered early finishes, when daily jobs have been completed, these incentives make C1 work harder to enjoy more free time after work. 
[bookmark: _Int_bKdkKseL]All these theories are beneficial in different ways, it allows us as managers to find ways to ensure our colleagues are happy, fulfilled, and motivated. This in turn increases productivity across the workforce. 
Evaluate the principal factors that may affect performance and motivation in the workplace.
There are many factors that can affect performance and motivation in the workplace. These could be communication, workplace conflicts, distrust/conflict with management, relationships with other team members, job security, working conditions and workload. An example of this is, if a team member is being given more work by management, because they know it will be completed on time and to a high standard. They will find it unfair having a higher workload but being paid the same. Performance of this team member will decrease, and the firm's productivity will also be impacted. If information is not being shared or is held back from colleagues, then they do not feel part of the team. They begin to distrust management, as they know information is being held from them. If they are trying to do a task but are not fully aware of all the information, it could cause errors in their work, which will demotivate them. Relationships need to be clear and honest to help strengthen and nurture them. A strong relationship builds trust and improves communication between team members. It allows colleagues to be open with their ideas and opinions, allowing them to feel part of the discussion process. This increases motivation and could increase productivity. 
Select a theory of motivation- apply it to your workplace- evaluate the impact.
My theory of Motivation will be Maslow’s Hierarchy of needs (1987). I have chosen this theory as there are many factors contributing to the build-up success. These levels fluctuate but all lead up self-growth and needs. If needs are met it increases motivation and motivation can lead to better performance and productivity, which will allow growth not only for colleagues but for the business. 
In Maslow’s Hierarchy of needs (1987), he states five needs in his theory: 
 
[image: ]
Physiological- food water clothing etc...
Safety- feeling safe in our job, job security.
Belonging- being part and a valued member of a team.
Esteem- to achieve a recognised status or being successful in our role.
Self-actualisation- training, recognition.
As you can see in the diagram, the lower four stages are referred to as deficiency needs, they are the needs that have not yet been met and motivate people to complete an element to fulfil their needs. Maslow (1987), states “that satisfaction of a need is not an “all-or-none” phenomenon, admitting that his earlier statements may have given “the false impression that a need must be satisfied 100 percent before the next need emerges”. When each level has been satisfied the final stage is growth. Growth needs to be felt and that feeling continues even when a task is completed. During the stages of growth, progress can be interpreted due to life events, this causes fluctuation of the hierarchy levels. Providing that during these times you are helpful and offer solutions that are beneficial to them personally, they should see you are trying to help, and this will build trust, make them feel safe, make them feel like they belong in your team. Nurturing their fundamental needs, should begin to increase motivation, restarting the cycle of Maslow’s hierarchy of needs (1987).  
An example of this is C1 basic need for food and water. They get their allocated daily breaks. They know they will have these breaks at certain times during the day and how many they are entitled to. They know they have job security, and they feel safe in their working environment. They are an important and valued member of the team, because without them jobs would not be completed. They know this because they have been told. They are regularly praised for the work they do, as they always complete work to an extremely high standard. So, it is important that this is acknowledged. They are put on regular training courses which allows them to grow academically, but they are also learning new skills, improving existing skill which will help them in their role. Thus, continuing their own growth needs. All these elements are keeping C1 motivated. The impact this will have in the workplace is increased motivation, increased performance leading to increased productivity. 
A professional conflict that arose on site once was between C1 and C2. C1 has done all the necessary training to complete inspection and sign off, whereas C2 has done a similar job for many years but is not qualified to carry out inspections. C1 has informed C2 of risks but his tone, language and gestures lead to C2 feeling demotivated and useless. Both parties were sat down and allowed to express their feelings. I listen and then offered C2 a solution of doing the safety course so he could carry out inspections. This strategy stopped the conflict from escalating and affecting their work. It also offered C2 the option for personal growth as well showing him, he is a valued member of the team.
Develop appropriate criteria to evaluate own ability to communicate effectively.
As a manager is it important to regularly check how effective our methods of communicating are. This allows us to identify areas of strengths but also weaknesses. This allows us to make improvements to become more effective at communicating. I developed an anonymous questionnaire, using open ended questions. This method is effective at allowing opinions to be expressed without causing any unnecessary anxiety or stress. I can analyse the information gathered to help plan my own personal development and growth to be a better communicator. 
Collect and analyse feedback on own verbal and written communication skills.
I sent questionnaires to 7 members of the team. They will be referred to as C1 to C7. All members stated that I was effective at communicating one to one and in smaller groups. They stated that I looked more nervous talking to much larger groups. I was not projecting my voice enough for them to hear me. I find that both my verbal and written forms of communication are fine. C4 preferred tasks given to them in bullet point form, so they could tick off tasks as they completed them. C3, C4 and C6 stated that when I get excited, I begin to talk fast, leading to misconceived information. They all felt that I was approachable and trusted that I would always help them if they had a problem. 
Evaluate own communication skills as a manager, identifying strengths and areas for improvement.... then produce a PDP to address these.
I am an effective communicator, I have many strengths such as getting my points across, ensuring team members know what is expected of them, and encouraging team members to fulfil certain tasks. There are a few areas which I need to improve on such as being more confident when talking to larger groups. Ensuring I am clear and consistent with my voice and speech and clarifying that the message I am sending is received clearly. 































	

	Gap Analysis
	


	Current State
	GAPS
	Future State

	Speaking to fast
	*Monitor speech
*Feedback 
	*Slowed speech 
*Clear
*Understandable 

	Projecting voice
	*Speak louder in larger groups
*Clarify everyone can hear me at the start and check throughout the meeting.
	*Everyone can hear me
*Clear



	Bullet pointing task for individuals
	*Include bullet points
*Proofread
	All personal styles are monitored when communicating.





	

	

	Personal Development Plan
	

	


	What do I want to do?
	How can I do it?
	What resources will I need?
	How will I measure success? 
	Target date for review

	Project voice and be more confident
	Lead more meetings
	Large team meeting
	Feedback
	1 month

	Do not speak to fast
	Be aware of my speech speed
	*Speaking to team members
*Giving myself enough time to talk to people
	Feedback 


Clarifying what I have said 
	6 months

	Catering to individual needs
	*Proofreading
*Bullet points 
	*Desk
*Computer
*Time
	*Feedback
*Level of work done
	6 months



 
	 

	 

	

	 

	 


Conclusion:
In conclusion to this report, the way we communicate, be it verbal or non -verbal and the methods we use to communicate, all contribute to way our messages are received and decoded. There are many aspects of our own communication styles that must be adapted, to suit different members of the team. A review should take place regularly to ensure communication and motivation does not decrease.
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