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[bookmark: _Toc230197444]1. Introduction
Communication is widely recognised as a key factor in effective management and organisational success. Within service-focused industries, particularly the beauty and aesthetics sector, communication plays an essential role in building client confidence, maintaining service quality, supporting teamwork, and achieving organisational goals. Effective communication also influences operational efficiency, employee engagement, workplace relationships, conflict resolution, and customer satisfaction (Adler et al., 2020; Miller, 2015).
This report critically explores workplace communication, motivation, employee performance, conflict management, and personal communication development through reflection on my professional experience as a skin and hair specialist within the beauty industry. My role includes delivering advanced skin treatments, Japanese head spa therapies, hair cutting, styling, and occasional colour services. Through working independently and within salon environments, I have developed experience in client consultation, teamwork, conflict management, and business development. Workplace communication challenges in a previous salon have influenced my decision to establish my own clinic.
This report applies recognised communication and motivation theories to workplace situations, evaluates communication effectiveness, examines the impact of conflict on performance, and reflects on my communication abilities through feedback analysis, self-evaluation, gap analysis, and personal development planning.









[bookmark: _Toc230197445]2. Workplace Communication

[bookmark: _Toc230197446]2.1 Defining Communication
Communication is more than simply transferring information between individuals. According to Miller (2015), communication is a dynamic process through which people create and share meaning using verbal, non-verbal, written, and digital methods. Within management, effective communication supports decision-making, coordination, leadership, employee engagement, and organisational objectives (Keyton, 2017).
Within the beauty industry, communication is particularly important because services are highly personalised and often involve sensitive conversations relating to skin concerns, hair loss, ageing, confidence, and wellbeing. As a skin and hair specialist, I communicate daily with clients, suppliers, and managers. During consultations, I explain treatment options, contraindications, outcomes, and aftercare clearly and professionally. This ensures clients understand the treatment process, feel reassured, and can make informed decisions.





[bookmark: _Toc230197447]2.2 The Importance of Communication in Management
Effective communication supports task coordination, problem-solving, relationship-building, and overall business performance. When communication is clear and consistent, employees are more likely to understand expectations, collaborate effectively, and contribute positively towards organisational objectives.
Within service-based industries such as beauty and aesthetics, communication also directly affects client retention, reputation, and long-term growth. From my own experience, clients often return not only because of treatment results, but because they feel listened to, respected, and genuinely understood. This demonstrates that communication contributes to both operational success and the development of trust and loyalty.




[bookmark: _Toc230197448]2.3 Communication Within the Beauty Industry
Professional communication within the beauty industry requires both technical expertise and emotional intelligence. Many clients seek treatment for concerns affecting confidence, including acne, pigmentation, hair thinning, or scalp conditions. These conversations can often be personal and emotionally sensitive.
My role therefore requires me to communicate complex treatment plans using language that is professional, accurate, and accessible, while creating an environment where clients feel comfortable discussing personal concerns openly. Combining professional knowledge with empathy helps build trust, manage expectations, and support positive outcomes.























[bookmark: _Toc230197449]3. Communication Cycle and Communication Models
[bookmark: _Toc230197450]3.1 The Communication Cycle
The communication cycle consists of sender, encoding, message, channel, decoding, receiver, and feedback (Adler et al., 2020).
“Sender → Encoding → Message → Channel → Decoding → Receiver → Feedback”
This model can be applied directly to my professional practice. During a Japanese head spa consultation, I explain the treatment process, scalp analysis findings, and expected outcomes. The client responds through questions, body language, or verbal confirmation. Their feedback allows me to confirm understanding and adapt where necessary.
A key strength of this model is its emphasis on feedback, although it does not fully account for emotional or environmental influences in workplace communication.




[bookmark: _Toc230197451]3.2 Claude Shannon and Warren Weaver Model
Shannon and Weaver’s model explains how messages are transmitted between sender and receiver while recognising the impact of “noise” on communication effectiveness (Shannon & Weaver, 1949).
“Source → Channel + Noise → Receiver”
This model relates to my previous salon experience. When I initially rented a treatment room, the arrangement offered flexibility to support my childcare responsibilities. Over time, discussions surrounding rental costs, working hours, and changing expectations created emotional pressure and uncertainty. These pressures influenced how messages were interpreted, resulting in misunderstandings and frustration. Its strength lies in identifying communication barriers, although its linear structure gives limited consideration to feedback and relationship dynamics


[bookmark: _Toc230197452]3.3 Wilbur Schramm’s Interactive Model
Wilbur Schramm (1954) introduced feedback and shared experience into communication theory, suggesting communication becomes more effective when individuals share similar understanding or experience.
This model is highly relevant during client consultations. In practice, I adapt my language according to each client’s knowledge and experience, using either technical or simplified explanations where appropriate.
Schramm’s model reflects workplace communication more realistically than linear models because it acknowledges adaptation, feedback, and shared understanding.




[bookmark: _Toc230197453]3.4 Comparison and Evaluation of Communication Models
The communication cycle, Shannon and Weaver’s model, David Berlo’s SMCR model, and Schramm’s model each provide valuable insight into workplace communication.
The communication cycle emphasises feedback and message interpretation, making it effective during client consultations (Adler et al., 2020). Shannon and Weaver’s model focuses on communication barriers and misunderstandings (Shannon & Weaver, 1949). David Berlo’s model recognises the influence of skills, knowledge, attitudes, and cultural background (Berlo, 1960). Schramm’s model presents communication as a two-way interactive process based on feedback and shared understanding (Schramm, 1954).
From my own experience, Schramm’s model is most relevant because successful consultations rely heavily on trust, adaptation, emotional intelligence, and relationship-building.

[bookmark: _Toc230197454]3.5 Application of Communication Models to Workplace Practice
Applying communication theory to workplace practice demonstrates how communication supports professional relationships, client satisfaction, and business performance. In my role, I adapt my communication according to audience, context, and purpose. Client consultations require empathy and education, while business discussions require clarity, negotiation, and confidence.
Reflecting on previous workplace experiences has helped me better understand how misunderstandings developed and now influences how I establish boundaries, document agreements, and manage expectations while building my own clinic.
















[bookmark: _Toc230197455]4. Barriers to Communication and Strategies for Improvement
Communication barriers can affect workplace relationships, productivity, and service quality. According to Hargie (2021), barriers may be physical, psychological, linguistic, or technological.
Physical barriers in salon environments may include hairdryers, client conversations, music, telephone interruptions, or limited private consultation space. These distractions can reduce concentration and message clarity.
Psychological barriers such as stress, financial pressure, workload, and work-life balance may also influence communication. In my previous workplace, discussions surrounding rental costs and working hours became emotionally challenging due to childcare responsibilities and changing business expectations.
Language and cultural barriers may arise when working with clients whose first language differs from my own, potentially affecting treatment understanding and safety.
Digital communication tools such as WhatsApp, social media, booking systems, and virtual consultations offer convenience but may also lead to misunderstandings due to limited emotional cues.
To minimise these barriers, clear documentation, active listening, regular feedback, and early clarification are essential (Hargie, 2021).









[bookmark: _Toc230197456]5. Communication Methods in the Workplace
[bookmark: _Toc230197457]5.1 Verbal Communication
Verbal communication involves spoken language and remains one of the most common forms of workplace communication. In my role, it takes place during consultations, treatment explanations, team discussions, supplier negotiations, and telephone bookings.
A major advantage is immediate feedback and clarification. However, verbal communication may become ineffective if information is delivered too quickly, emotionally, or without confirming understanding.

[bookmark: _Toc230197458]5.2 Non-Verbal Communication
Non-verbal communication includes facial expressions, posture, eye contact, gestures, tone of voice, and personal presentation (Burgoon et al., 2016).
As a skin and hair specialist, I use eye contact, calm posture, open body language, and a reassuring tone to create trust during consultations. This helps clients feel safe, supported, and comfortable discussing personal concerns.

[bookmark: _Toc230197459]5.3 Written Communication
Written communication includes consultation forms, consent documentation, treatment records, aftercare instructions, product recommendations, and financial agreements.
Maintaining accurate written records reduces misunderstandings, supports legal compliance, and helps maintain professional standards.





[bookmark: _Toc230197460]5.4 Digital Communication
Digital communication includes email, online booking systems, virtual consultations, social media messaging, and applications such as WhatsApp.
As I establish my own clinic, digital communication supports marketing, appointment scheduling, and client follow-up. However, written messages may occasionally be misinterpreted due to the absence of tone and immediate clarification.

[bookmark: _Toc230197461]5.5 Feedback and Active Listening
Feedback confirms understanding, supports relationships, and encourages improvement. Active listening involves full attention, empathy, clarification, and appropriate responses.
Clients frequently comment that they feel genuinely listened to and respected during consultations, strengthening trust and client retention.



[bookmark: _Toc230197462]6. Tone, Language and Levels of Formality
Tone, language, and formality influence how communication is interpreted within professional environments.
Communication with clients is warm, supportive, and reassuring, while communication with suppliers is more formal and commercially focused. When discussing sensitive concerns, I avoid overly technical language and instead use clear explanations that clients can easily understand.




[bookmark: _Toc230197463]7. Trust, Workplace Conflict and Conflict Resolution
Trust is central to effective workplace relationships. Roger Mayer and colleagues suggest trust is built through competence, integrity, and benevolence (Mayer et al., 1995).
In my practice, trust is developed through knowledge, honesty, empathy, and professionalism.
Conflict may arise when expectations or priorities differ. In my previous salon, conflict developed regarding rental costs, working hours, and flexibility due to childcare responsibilities.
Using the Kenneth Thomas and Ralph Kilmann model, collaboration was initially attempted through open discussion and compromise. As our professional goals became misaligned, I chose a constructive long-term solution by establishing my own clinic (Mayer et al., 1995; Thomas & Kilmann, 1974).

[bookmark: _Toc230197464]8. Motivation and Workplace Performance
Motivation refers to the factors influencing behaviour, effort, and workplace performance (Robbins & Judge, 2022).
Intrinsic motivation comes from personal satisfaction, achievement, and professional pride. Helping clients improve confidence provides strong personal fulfilment.
Extrinsic motivation includes financial rewards, recognition, career opportunities, and flexibility.
Abraham Maslow’s hierarchy of needs suggests individuals progress from basic needs towards self-actualisation.
“Physiological → Safety → Belonging → Esteem → Self-Actualisation”
My decision to establish my own clinic reflects this pursuit of self-actualisation.
Frederick Herzberg’s two-factor theory is particularly relevant to my workplace experience. Reduced flexibility and financial pressure negatively affected motivation in my previous workplace, whereas developing my own business has increased independence, professional growth, and fulfilment (Herzberg, 1968; Robbins & Judge, 2022).
[bookmark: _Toc230197465]9. Self-Evaluation of Communication Skills
Reflecting on my communication skills has helped me identify both strengths and areas for development. My key strengths include empathy, active listening, professional knowledge, and the ability to build trust with clients, contributing to strong client retention and positive long-term relationships.
However, reflection also identified development needs in negotiation, assertiveness, and conflict management. My previous workplace experience highlighted the importance of communicating professional boundaries clearly and confidently.

[bookmark: _Toc230197466]10. Feedback Collection and Analysis
To evaluate my communication effectiveness, I collected feedback from one colleague, one manager, and three clients using a short questionnaire.
The results showed average scores of 5/5 for listening, empathy, professionalism, and client rapport, while confidence and assertiveness scored 3/5.
These findings support my self-evaluation, confirming strong interpersonal skills while identifying opportunities to strengthen confidence in business discussions and challenging conversations.

[bookmark: _Toc230197467]11. Gap Analysis
A gap analysis compared my current communication abilities with the skills required to successfully manage my own clinic.
The analysis identified strengths in client communication, empathy, and relationship-building, alongside development needs in confidence, negotiation, assertiveness, and conflict management. These skills are increasingly important as I transition into business ownership.



[bookmark: _Toc230197468]12. Personal Development Plan (PDP)
To address these development areas, I developed a SMART personal development plan.
My objectives are to:
Attend monthly networking events over the next three months to build professional confidence.
Complete a negotiation course within six months to strengthen business communication
Practise structured professional conversations over three months to improve assertiveness and conflict management.
 Complete a Level 3 Anatomy and Physiology course within the next 12 months to strengthen my scientific knowledge and support advanced treatment practice. 
Complete professional IPL laser training within the next 12 months to expand my treatment portfolio and increase the range of services offered within my clinic. 
Implement a structured booking and response system within the next three months to improve communication efficiency, appointment management, and client response times
I’m motivated to achieve these goals they will support my ongoing leadership, professional development, and long-term business growth on becoming a theory Y manager.
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[bookmark: _Toc230197469]13. Conclusion
This report has shown how important effective communication is within workplace relationships, motivation, leadership, and overall business performance. Through reflecting on my own experiences within the beauty industry, I have recognised that successful communication involves much more than simply exchanging information. It requires empathy, professionalism, emotional intelligence, adaptability, and confidence.
Applying communication and motivation theories to real workplace situations has helped me better understand how communication barriers, workplace conflict, and different management approaches can affect both employee wellbeing and organisational success. My previous salon experience also highlighted the importance of setting clear boundaries, managing expectations professionally, and communicating confidently during difficult situations.
Reflecting on my own communication skills has helped me identify strengths in areas such as active listening, client trust, and relationship-building, while also recognising areas that require further development, including assertiveness, negotiation, and conflict management. The feedback, gap analysis, and personal development plan have provided clear direction for my future growth.
As I continue establishing my own clinic, the knowledge gained from this report will support both my professional development and long-term business goals. I believe these improvements will help me become a more confident communicator, stronger leader, and supportive Theory Y manager while creating a positive experience for both clients and future staff.
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