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[bookmark: _1ci93xb][bookmark: _Toc128043050]Section 1: Communication
[bookmark: _Hlk167717834][bookmark: _Hlk167697310]“Communication is the transactional use of symbols, influenced, guided, and understood in the context of relationships” Duck & McMahan, (2015), further defined by Webster (2024) as “a process by which information is exchanged between individuals through a common system…”, communication can be both one-way and two-way, as long as the information received is understood. It is important to present communication to the other party in a way that they will understand. For example, when using symbols as a form of communication it is important that the receiver understands what these mean and that they can’t be taken out of context.
              There are many purposes of communication; the most popular are to inform others, to express one’s feelings and to influence an outcome. By following Argyles’ communication cycle, this section of the report will highlight the importance of providing feedback to another party. The report will also highlight the importance of using the right tone, pitch, language and formality in regards to communicating with colleagues.

[bookmark: _3whwml4][bookmark: _Toc128043051]1.1 Explain the relevance of the communication cycle for effective communication in management 
[bookmark: _Hlk167697293][bookmark: _Hlk167702625][bookmark: _Hlk167703668]Following the communication cycle is important for communication in the management role. If the manager wants to get a point across, then following simple steps will contribute to effective communication. It should follow the cycle of the sender formulating a message, sending it through appropriate channels, then the receiver decoding a message, the receiver formulating feedback through appropriate channels and the sender decoding the feedback. This section delves into the different communication models considering which would be most appropriate in a particular setting.
One communication model that encourages effective communication in management is the Shannon-Weaver Mathematical Model. The Shannon-Weaver Mathematical Model is defined by Durrant (2023) as “a ground-breaking framework that breaks down the complex communication process into smaller, manageable components”.
[image: ]
An example of this model could be through the use of emails where the manager aims to inform the team of updates in the business. The manager will encode and transmit the information in a format that their colleagues will understand. The channel used is the company emails such as Outlook or Gmail and the manager presents the information to their colleagues in a professional manner, highlighting the importance of following any new guidelines. Minimal background noise will be in this process; however, you can get a technical glitch or connection loss which will cause a delay. The receiver should receive the email on their work laptops and decode the message once it has been sent.
 	The Shannon-Weaver model has its pros and cons. For example, this model highlights the background noise and the sender can delay the email until the glitch is fixed and the Wi-Fi is back on. A con is that this model is one-way, meaning that the message is sent, but no clarification on whether the email has been received. The Shannon-Weaver model is good for giving updates to colleagues, maybe through an email to the team or by having a team meeting as providing updates does not require feedback. This model is not best used if the manager is providing information where feedback is expected.
Another communication model that could be used more efficiently is the Schramm Model of Communication. “The theory explains how we communicate with one another, mainly through speech, writing and discourse”- Drew (2023)
[image: ]
This model is a good example of messages being sent and received in inductions. The message goes to the decoder, for example, the health and safety policy. The manager will decode the message to simplify the context and the colleague will encode the message again in a way that they understand. The message is then understood by the colleague who is free to ask questions. The colleague will decode this question and the manager will interpret this question in a way they understand and the message is answered. 
This communication model is more cyclical than that of Shannon-Weavers which is linear. This model provides feedback between parties, which is why this would be used in inductions and appraisal sessions which require feedback. A negative is that this model can be too heavily focused on feedback and communication barriers are not identified, but if inductions are face to face, then the sender and receiver can read facial expressions or non-verbal cues like nodding in agreement. Confused facial expressions are other non-verbal cues that help clarify understanding.
When providing information to the team it is important to have a clear aim for communicating.  If feedback is needed then make sure this is clarified in the message. If the receiver isn’t capable of understanding, maybe due to background noise then wait to send the message. Breakdown of communication and relationships can happen if messages are interpreted differently, for example, if an email is sent out to a colleague explaining that they are at fault for something, the wording can be taken the wrong way and may feel like they are given a disciplinary. The responsibility lies with the receiver as this isn’t always the case and it may be a formality for the manager to email a colleague if errors are found. A message is only successful if both sender and receiver identify the same meaning or clarity is given. An effective communicator will pay close attention to each stage of the communication cycle, to tailor the message to the recipient, ensuring that the language and tone are appropriate, the channel is the most effective way of transmitting a message and feedback has been sought to ensure the message has been received. An example of this is when my manager informed us of an inspection coming up. There are people in my company who have had plenty of experience with this and know what they must do to make sure we have a positive outcome. As I am one of the newer members who hasn’t been inspected before, my manager gave me resources from previous inspections, a lesson plan of what should and shouldn’t be involved in the inspection and informed us that he will be doing regular meetings with us to ensure all portfolios are up to date and what needs to be done.

[bookmark: _Toc128043052]1.2 Explain, with examples, the importance of selecting an appropriate tone, language, and level of formality in management communications       
[bookmark: _3as4poj][bookmark: _Hlk167717878]It is important to select an appropriate tone in management communication. Conn (2023) describes tone in management communication as “a significant role in how your message is received and can make all the difference between successful communication and miscommunication”. Depending on the situation, certain tones are recommended. An emotional tone would be needed when an employee is struggling with personal situations, but it is important not to overstep the boundaries of the employee. An aggressive tone is never recommended, especially if it is in a disciplinary situation as this can come across as bullying. It is recommended to show confidence and humility, providing clarity and clear communication such as being direct and to the point, and not giving unimportant information that isn’t needed. 
 “Language is a powerful tool that leaders can use to build trust and create the sense of community necessary for effective leadership”-Solanki (2023). The language in which the manager communicates is also important as management needs to be aware not to use jargon that can confuse their colleagues. Not only this but avoiding abbreviations will also be recommended when speaking to your team, as this can lead to more confusion and will delay the task if you set one. For example, my company tend to use abbreviations for the qualifications (NVQs) we deliver, such as Hospitality Services Level 2 (HS2), Hospitality Supervision and Leadership Level 3 (HSL3). These are forms of abbreviations that we use as our team is familiar with. A new team member will find this confusing when they first start so we must give them the jargon list and keywords document that are words we will pick up throughout our career in Cambrian Training.
 	When it comes to formality, it comes down to formal and informal. Formal communication is the exchange of official and confidential information between members of the organisation, or between more than one organisation, by following a set of rules and channels of communication. Informal communication is a form of casual communication that takes place outside of the workplace between more than one person. 
Written communication such as emails between employer and employee will rely on formal communication. It is important to use formal communication to make sure it is a professional email and not disclosing confidential information. Appropriate language that is professional and does not use slang or jargon is important. Don’t type how you speak. The tone would be assertive and clear, avoiding passive-aggressive language. Another form of written communication is policies and procedures. These will be formally written professionally as it is a professional document and points must be made clear. The tone will be short sentences with one concept and the language will be plain words and avoiding jargon.
 For verbal communication like formal meetings, it is paramount for these meetings to be in a formal setting like a board room. The tone should be direct and respectful, with room for feedback and discussions with your team. Not only this but the pace should be steady, avoid going too fast and too slow and keep colleagues engaged by looking at them and asking questions. Again, avoid jargon or abbreviations to provide clarity and context to the team and use a language that everyone will understand. Team meetings will have a level of formality, but it will not be as serious as a formal meeting. It is important to remain professional in team meetings, showing a level of mutual respect and employee input. The language will still avoid jargon but can be used if the team are on board with abbreviations such as KPIs.

[bookmark: _1pxezwc][bookmark: _Toc128043053]1.3 Assess the effectiveness of a range of verbal and written communication methods within your area of the organisation
[bookmark: _2p2csry][bookmark: _Hlk167717897][bookmark: _Toc128043054]In my organisation, emails are sent out by my manager and my director every so often. As professional as my directors’ emails are, being formal, they include spelling and grammatical errors which indicates unprofessionalism. Director emails should be clear, direct and to the point which they are and use appropriate language that avoids jargon. Abbreviations are used heavily in his emails and grammatical errors can be found. Another example of written communication we use in my company is posters for health and safety or manual handling. With posters, you can use pictures to demonstrate how to pick up boxes safely and can provide a list of Do’s and Don’ts.
Another example is face-to-face team meetings. These are formal attire but you aren’t expected to wear uniform. The tone is always to the point and questions are encouraged from employees, however, sections tend to go overrun and we are usually given less time on lunch breaks due to this. Questions and feedback should always be encouraged by the team; however, I don’t think that questions after every slide should be asked. You can usually tell if your team are happy or not happy by their body language or facial expressions and that is when you can ask if everybody is happy so far. Mentoring and shadowing a colleague is a form of verbal communication, where the colleague will ask questions about what they have learnt so far and what they are struggling with, and then they can provide tips and advice on how to overcome these solutions.
Section 2: Motivation
[bookmark: _Hlk167717913]“High levels of employee motivation are intrinsically linked to high levels of employee engagement”- Schooley (2024). Motivation is something that someone will work for to strive to be their best self. In the workplace, it is extremely important for colleagues to consider what their motivation is. Motivation can be family, progression, financial rewards and personal development. When you find out your colleagues’ motivation, as a manager you can sit with your team individually and discuss where they want to be and how they are going to get there. Ultimately, if the employee feels motivated in the workplace then the employer will notice more engagement from them and this will have a positive affect on the team.

[bookmark: _147n2zr][bookmark: _Toc128043055]2.1 Evaluate theories of motivation relevant to your workplace
[bookmark: _Hlk167717935][bookmark: _Hlk167727411][bookmark: _Hlk167727463]One motivational theory that’s used in my organisation is Maslow’s Hierarchy of Needs.[image: ]
Firstly is Physiological needs like air food and water, essentially the basic needs to survive. The ladder progresses to safety motivations like employment, property and security, before moving up to love and belonging such as friendships, intimacy and family, then finally going up to esteem and Self-actualisation which is the motivation to be the best you can be. The organisation needs to make sure that the lower needs are addressed before focusing on higher-level needs. 
Currently people are working but not earning enough to cover their basic needs, highlighted by the increasing popularity of food banks and the current tax increases. According to Mountford (2024), you need an after-tax income of £49,700 to live comfortably in the UK, or a joint account of £67,554 for a family of 2 adults and 2 children.
I use this theory in work when discussing motivation with my learners, I use this one because not only is it the basic motivational theory but is included in the framework. I provide Vroom's Expectancy Theory as it is always beneficial to understand more than one theory. 
The downfall of Maslow’s theory is that it doesn’t consider that everyone’s motivations and needs are different, some may not even fall into the category and other motivations will be lower than others.
            
Another theory is Herzberg's Motivation.
[image: C:\Users\scott.morgan\AppData\Local\Microsoft\Windows\INetCache\Content.MSO\ACBADB1.tmp]
Herzberg’s motivational theory suggests that motivation includes achievements, recognition, the job itself, job opportunities and growth opportunities. Demotivation comes from hygiene factors such as relationships with peers, company policies, physical workplace, working conditions, salary and supervision. When managers understand the different factors that can motivate and demotivate staff other than the job, managers can sit down with their colleagues individually and work out a way to improve job satisfaction which can improve organisational performance by the entire workforce.  
This motivational theory  suggests that staff have the same motivational and demotivational needs. It emphasises job satisfaction and not outside factors. 
From researching this theory, it is evident that this is what my company use to think of our motivation. For example, my company focuses on providing a clean safe environment and peer relationships if they see demotivation. They also use job opportunities and recognition when thinking of motivational factors.

Another theory of motivation is Vrooms Expectancy Theory.[image: C:\Users\scott.morgan\AppData\Local\Microsoft\Windows\INetCache\Content.MSO\FF5BE58D.tmp]

Vrooms theory suggests that staff will behave in a way that results in the best outcome for them. If the employee puts in increased effort, this will increase personal and organisation performance, which in turn employees will expect rewards. As I train in the hospitality industry, I use Vrooms as an example of motivation, such as if you increase your effort in work and provide good service to your guests, you will feel motivated when given tips from the guests and promotions from your manager.
My company will be using annual bonuses of £3,600 per team member to motivate their team. As long as the company and staff are all performing to the standards the company expect, such as high expectations for inspections, learners completing on time etc, all staff members will be given the annual bonus.
The advantages of this theory are that it isn’t a one size fits all reward or motivation. You can use it in a wider context for if one of your employees wants a promotion or if your team are under performing. This theory also considers individuals who have different motivations and you can tailor the theory to them. The disadvantages of this theory are that it is simple, it doesn’t consider outside factors like emotions, or personalities. Not only this, but it doesn’t consider feedback. Feedback from a manager can be beneficial to any team member and is a natural motivator, this theory doesn’t consider this.

[bookmark: _3o7alnk][bookmark: _Toc128043056]2.2 Evaluate the principal factors that may affect performance and motivation in the workplace
[bookmark: _23ckvvd][bookmark: _ihv636][bookmark: _Toc128043057]One principle that affects performance and motivation in the workplace is job security. When I was in the hospitality industry on furlough during the pandemic, there were talks of staff members being made redundant. As I was shortlisted to be redundant, my motivation dropped and I had no reason to want to continue in the industry. Whereas if I were in the career I am now, I would have had job security and would have worked from home, which would have been a positive factor for performance and motivation.
              Another factor is Learning/Training opportunities. When I started as a Training Officer with Cambrian Training, I was given instant on-the-job training to achieve my A1 assessors award. In the second year of my career, I was put on a training course for Learning and Development Level 3 qualification. Being given these opportunities will increase my performance because it will help me to do my job to the best of my ability, it will provide me with the knowledge and experience to progress up the career ladder and being given these opportunities boosts my motivation to be the best version of myself.
              The most common factor that affects performance and motivation in the workplace is financial compensation like salaries and bonuses. If you are earning a high salary, you are more motivated to work hard. If you are on a salary where you know people in your industry are on a higher salary, then this will demotivate you if you are not given a pay increase. For example, I started on £21,000 with an incentive to be on £24,500 when qualified. When I started, I was told there hadn’t been a pay rise in 10 years, I noticed the whole team was demotivated and I was told “not to expect an increase in wages anytime soon”. During my second year of employment, we were given a pay rise due to the cost of living crisis. This motivated us for a while because it felt like the directors were satisfied with the work we achieved and congratulated us on our efforts, however, it hasn’t gone up enough to live comfortably as per Mountford’s findings.
              Motivation is important when considering performance, because this gives the team an incentive to work towards, depending on their motivations. If someone’s motivation is their family, then salary and job security will be at the heart of their motivation. If they are an inexperienced colleague, maybe someone who has just started, then learning development and communication would be their motivation.
            Conflict in the workplace such as anger and frustration can affect motivation negatively and performance because if colleagues raise their voices, no outcome will surface. After all, both parties are frustrated with each other. Conflicts within the team such as bullying or harassment can lead to stress and taking time off which reduces performance. 
As a manager, some management strategies to consider should be being impartial. Sit your colleagues down in a private and safe place make them as comfortable as possible and make sure you get to the route of the problem. It is important to listen to both of the colleagues and get both sides of the story, encouraging their perspectives. Make sure you and your colleagues maintain focus on the problem, avoiding name-calling and past events that have no relevance. It is then up to you to come up with a plan and get as much detail from your colleagues as possible, get them engaged in the creative process and ask for a commitment to get to a solution. Finally, it is all well and good creating a plan, it is just as important to regularly review it to make sure it is being implemented. Reviewing the plan will allow the manager to determine whether the solution is working, or debug anything that isn’t working.
[bookmark: _32hioqz]2.3 Select a theory of motivation - apply it to your workplace – evaluate the impact
[bookmark: _Toc128043058]The Inverted U Theory of motivation, Yerkes, Dodson (1908) is a theory where performance is determined by the level of arousal or stress. The theory suggests that with the right amount of stress, you will be at peak performance, but if you have too little or too much stress then you will perform worse.
              This theory can be applied to my workplace. For example, all training officers have a minimum caseload of 36 once qualified. However, due to the hospitality industry ever growing and expanding, caseloads will go up and up, for example, I am on 46 learners. Even though this seems like a lot, this number is preferable because I am never looking for something to do or sitting around in the office waiting for a task to do. I am seeing a minimum of 3 learners Monday to Friday each month and then the last week allows me to catch up on admin duties. There was a time when I was on 52, this was when my performance started to dip. My manager noticed this and eased 10 learners off me and gave them to one of the newer colleagues.
              To evaluate the impact of this, if my caseload is too high then I will perform less satisfactorily as there is a lot of stress and pressure. If I have a minimum caseload of 36 or less, there will be an element of boredom and my standards may dip as I feel like there isn’t a rush. But if I have a caseload of roughly 44-46 then this will be my peak performance and will work to the standards set. This can link to Herzbergs theory as I lacked job satisfaction and had little work life balance therefore my motivation was affected



2.4 Develop appropriate criteria to evaluate own ability to communicate effectively
The criteria I used to evaluate my ability to communicate was research on what makes a good communicator. 
              To be a good communicator, you need to be clear in your tone, by having a loud and clear voice but not shouting or being condescending. A good communicator gives clear and simple instructions in a way that people understand. A good communicator adapts to the different formalities of getting communication across and will establish that the person you are communicating with provides feedback on whether the job has been done.
              To be a good communicator is an important aspect of a manager, but to be an effective communicator is even more so. General communication is focused on what we say, an effective communicator will be more focused on listening. You should always listen to what your team has to say and help them feel included, as this encourages more of a professional relationship between both parties as they feel they’re being heard. It is also important to consider the emotions and feelings of the people you are communicating with.
             To determine that I have what it takes to be a good and effective communicator, I have created a questionnaire for my colleagues to complete and I will then present my findings and evaluate the outcome, which will then be relevant for my PDP and GAP analysis. The evidence for this will be in questions 2.5 and 2.6.
[bookmark: _Toc128043059]Prepare development plans for yourself 
My Development Plan can be found in 2.6 and the Development Plan for my colleague can be found in the Appendix.
[bookmark: _Toc128043060]2.5 Collect and analyse feedback on own verbal and written communication skil
The feedback results together with a copy of the questionnaire can be found in appendix 1. I have scored it between 1-5, 1 being excellent and 5 being poor, therefore the higher the score the more I need to improve on. From the results, it shows that my colleagues believe that my strongest areas in communication are eye contact, not interrupting, timeliness in responding, empathy and understanding, asking follow up questions, avoiding distractions and filling an awkward silence. Aggression is a high score, but that is because the way the question is worded, which means I have minimal aggression.
	From the data, it shows my weaknesses are communicating thoughts and feelings. The data shows that my assertiveness and passiveness is low, therefore this is an area I need to improve. 
[bookmark: _Toc128043061]2.6 Evaluate own communication skills as a manager, identifying strengths and areas for improvement……then Produce a PDP to address these
Having analysed the results of the questionnaire I have completed a SWOT analysis, GAP analysis and PDP which can be found in the appendices. 
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Appendix 1 – Feedback results and questionnaire
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Appendix 2 – SWOT analysis, GAP analysis and PDP

	
SWOT Analysis


	
STRENGTHS

· Eye contact
· Not interrupting
· Not showing aggression
· Empathy and understanding
	
WEAKNESSES

· Communicating thoughts and feelings
· Assertive
· Passive aggression
· Confidence to speak up



	
OPPORTUNITIES

· Team meetings to express my feelings
· Achieving my Level 3 in L&D and completing my Degree to provide a Level of confidence.
	
THREATS

· Little confidence to express my feelings
· I am not in a management position to be assertive
· 
· 





Below is a Gap analysis that I will stick by to improve my weaknesses.
	Objective

	Current Position

	Deficiency

	Action


	What do I want to do?

	What can I already do?
	What am I lacking?
	How do I fix this?

	Be more assertive



	Speak up more
	Authority
	Take on training for this

	Improve confidence



	Do things to get out of my comfort zone
	Ability to not focus on other colleagues’ success
	Speak to my manager and hopefully offer an outcome

	Communicate my thoughts and feelings
	Express to people when I’m stressed
	Confidence to speak up
	Take on training



Below is a Personal Development Plan, what I need to do to bridge the gap based on my gap analysis. In the appendix is a development plan of my colleague.

	What do I want to learn?
	What do I have to do?
	What support and resources will I need?
	How will I measure success?
	Target Date for Review

	Assertiveness

	Speak up more in work and training
	Tutors
Manager
	Discuss with manager and tutors
	31/09/2024

	Confidence

	Step out of my comfort zone, maybe prepare and deliver a PowerPoint presentation?
	Colleagues,
Manager
Tutors
Computer
	Discuss with support network individually after presentations what went well and what I can do to improve
	31/012/2024

	Communicate thoughts and feelings

	Express to people when I get stressed or need advice
	Manager
Tutor
Opportunities to speak up
	Discuss with support network individually after presentations what went well and what I can do to improve
	31/12/2024




Personal Objectives
	Short Term Goals (next 12 months)

	Assertiveness
Confidence
Communicate thoughts and feelings

	Medium Term Goals (2-3 years)

	Complete my Level 3

	Long Term Goals (3-5 years)

	Complete my degree
Promotion in work




Appendix
	What do I want to learn?
	What do I have to do?
	What support and resources will I need?
	How will I measure success?
	Target Date for Review

	Assessing and Training


	Complete my assessors award
	Support from manager
Technology like my computer
Support from tutor
	Progress Report every month to track my progress
	31/09/2024

	Learning and Development Level 3


	Complete Level 3 in learning and development
	Support from manager
Technology like my computer
Support from tutor
	Progress Report every month to track my progress
	31/09/2024

	Communication with my learners managers

	Collate all manager emails and contact details
	Support from managers and learners
Spreadsheet to keep all data
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Communication questionnaire
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desire to become the most that one can be

Esteem
respect, self-esteem, status, recognition, strength, freedom

air, water, food, shelter, slee





