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Introduction

In this essay, different communication methods that are applied in a workplace will be explored closely analysing how effective these methods have on overall work performances as well as management communication. 
Management communication in a workplace is important when achieving organizational alignment. When working towards a common goal a strategy involving coordination will minimise the likes of poor relations, lack of accountability and miscommunications. According to McKinsey employees who are connected with management have an increased productivity of 25% and feel a lot more motivated when regularly kept up to date.  (Martic, 2023) 

Communication 

Communication is the exchange of information from one person to another. Almost every type of communication involves a sender and a receiver. Throughout the process a communication exchange has three different parts, the sender of the speaker, the message of content and the recipient or listener. When the recipient has received the message from the sender they may then let the sender no if they have received/understood what has been sent and follow on by sending feedback, this is known as interpersonal communication. (Larisa, 2022) If there is no feedback returned to the sender then this is known as linear communication. 
Interpersonal communication skills are soft skills that are developed since childhood which can be expressed in both verbal and non-verbal elements such as , facial expressions, language, words and tone of voice. Examples of interpersonal communication in a workplace are verbal communication, meetings, phone calls, emails, text messaging and video calls. Linear communication examples are notice boards, presentations and gaining information from books/videos.


Forms of communication 

Verbal communication, Non-verbal communication, written communication, Listening communication and visual communication are forms of communication that are used on a daily basis.

Verbal communication occurs when we engage in speaking to others, this can be either informal such as chatting with colleagues and customers, or formal, such as meetings with managers or business producers. When face-to-face it is not just about the words that are used, it is also about the complexity of those words e.g. tone or pitch of voice. when it comes to speaking many people get emotional, speak unprepared or become shy,  for effective verbal communication it’s important to speak clearly and with confidence this way people tend to respond well. Appropriate word of choice is always important as well as taking care of your tone of voice. (five types of communication, 2018)

The vast majority of communication is non-verbal. Over 40 years ago Dr Albert Mehrabian studied the effects of verbal versus non-verbal communication, in his study he reflected that interpersonal communication consists of three element: content, tone of voice, physiology. He went on to develop the 7-38-55 model which demonstrated that only 7% of communication is based on content, 38% is based on tone of voice and 55% accounts for physiology. (James, 2023)   
Non-verbal cues like facial expressions, body language posture are very important. Picking up on body language when faced with giving feedback  can be more accurate than when using words, spoken words are easy to manipulate, honesty is best expressed non-verbally. Other than body language people par-take in non-verbal communication by physical behaviour, hand movement, eye contact, touch and smell. 

Written communication has the ability to set out clear and accurate information but can also be one of the hardest ways to reform information, without the presence of expression or body language the way the context is thought of by the receiver may go on to cause unnecessary conflict. Common written communication methods that are used in a workplace are email, text message, letters, memos and notes. (upraise, n.d.)

To be a good communicator involves being an excellent listener,  being an active listener  indicates a person’s ability to receive and interpret information in the communication process. Having this skill reduces the chance of misunderstanding, builds empathy, limits judgements,  improves relations and work productivity. (Wilshiere, 2024)

Visual communication is about presenting information in a stimulating way. Visual communication has a massive effect on how people retain information. Research shows that learning through various types of ways helps comprehend information better. For example a slideshow with pictures explaining the effects of healthy eating is far more interesting than reading it from a text. Examples in the workplace may be organisation charts, training videos and presentations. (upraise, n.d.)

Communication models

A communication cycle is the process of relaying information between a sender and receiver, communication models are designed to highlight the process for organising and presenting a message effectively. Here are 4 different communication models:
Communication cycle

This communication cycle is broken down into different stages:
Sender: who is expressing the information
Message: information that the sender expresses
Encoding: how the sender conveys the message
Channel: what is used to convey the message
Receiver: Receiver collects the information and decodes it
Decodes: The way the receiver interprets the message
Feedback: the way the receiver responds to the message 

Shannon and weaver model 
This model was developed in 1949 by Claude Shannon and Warren Weaver. The model consists of 6 elements, an information source, a transmitter, a channel, a reception, a receiver and the destination. Another element that was later found affecting the process is called ‘noise’ this interrupts a message while it’s on the way from the sender to the receiver, this can cause confusion for the receiver resulting as a barrier in the communication cycle. A disadvantage of this model was that originally it did not contain the feedback component making it a one way communication system, this was later changed by weaver making it consist of 7 elements. (Drew, 2023)

The author who works in the hospitality industry shares an example of how this model would work through a telephone conversation between a customer placing an order with an employer would be, the customer places the call to the employee at the other end, the transmitter which is the telephone sends the voice with the order to the other phone, the channel is the wire, the noise may occur due to faulty wire or damaged speaker, the reception is how the employee hears/receives information. The employer then interprets the message and finally replies to the customer with feedback from what they have heard/understood. 

Schramm model of communication
This interpersonal communication model has a simple cycle which has a circular feature consisting of, message, encoder/interpreter/decoder, message, encoder/interpreter/,decoder.
Unlike the original Shannen and weaver model, Schramm’s model is defined as a circular and interactive model that shows messages go in two directions. Each person is both a sender and a receiver, Schramm insisted that communication was not as simple as information solely being sent to a receiver as misinterpretation of information caused by barriers can impact how information is sent and received so feedback is necessary. 
There are three roles in this sequence, encoding, decoding and interpreting which are important in the cycle.
When encoding it’s important to set a clear message by using the right words or body language so the receiver understands how the message is portrayed.
Once receiving the message it’s time to decode it, listening, reading or picking up on non-verbal ques are vital so that there is no confusion in the message.
Interpreting is what the message means to that person, one person may interpret the message in a totally different way meaning they interpreted it. (Drew, Osgood-schramm Model of communication , 2023)
Having the feedback aspect makes it a similar model to the communication cycle, the channels of communication that this model applies to are verbal communication, telephone, email, online and letters. 
This differs from the Sharron and Weaver model as it does not highlight that noise can interfere in communication, even though he argues there could be potential barriers he does not include this in his cycle.

Berlo model 
David Berlo was known for developing the SMCR model of communication in 1960. According to Berlo effective communication occurs when the sender of the message and the receiver are on the same level. Berlo’s model includes a number of factors under each element. It starts with the source (where the message originates) the elements that follow are communication skills, attitudes, knowledge, social system. The next step is encoding the message, then the message itself which follows by 5 elements, content, element, treatment, structure and code. The channel then refers to five sense organs, hearing, seeing, touching, smelling and tasting. The person who then receives the message decodes it, and finally the receiver which elements match the same as the source. (Communication theory, 2024)

David Berlo’s theory differs from the 3 other communication cycles as he closely acknowledges the different elements that can affect how the message can be misinterpreted, these elements are especially important in this cycle as it has no feedback element so if the receiver does not quite understand the message there’s no way of getting the correct information making it a linear model. It also does not mention the barriers or noise like the other models, meaning this model is only really effective if the people are on the same level which is rare in everyday life.

In the hospitality industry regular up to date training sessions are sent via email to employees making sure standards and hygiene requirements are met, an example of how this linear model is used at the workplace is,  The manager sends out a mass email with training sessions that need to be completed, As the sender, the manager encodes the message to communicate the right information, the email then serves as the channel which is transmitted to all the employees who are the receivers. 



Encoding is a crucial step in the communication process, its essential in effective communication because it ensures the message is conveyed to the receiver accurately.
Tone of voice is crucial when conveying a message, it adds meaning and intention to words and can change the interpretation entirely. 
Language is important as it allows to shares ideas thoughts and feelings, it can also act as a barrier in the communication cycle, if two people speak different languages they are there for unable to communicate with each other. 
Formal communication in the workplace tends to send a more clear and reliable message, it also helps management stay in full control and minimises the risk of confusion for the receiver. 

Effective communication is used daily between management, colleagues and most importantly customers in the hospitality industry. Positive Verbal and non-verbal communication between employees and customers ensures strong customer relations, improves productivity and leads to increased sales. Being attentive, an active listening, showing empathy and patience will increase customer loyalty and ensure the customer has a positive experience, customers are more likely to come back which is advantage for the company. The author uses verbal communication in her workplace to relay orders back and forth to one another. This is done within a loud working environment which can cause orders to sometimes be misheard. There is also  the issue of customers hearing the author and her colleagues shouting information about other customers orders across the workplace.  A more effective way of communicating the orders would be to physically write them down or have a printed receipt with the order on. This would ensure that orders are done in order and that they are always correct to the written receipt. 














Motivation 

Motivation is an internal process, defined as a drive or need, motivation is a condition that desires change, either in self or environment. The essence of motivation is energized and persistent goal-directed behaviour, when motivated action takes place. (Souders, 2019)

There are two main types of motivation extrinsic or intrinsic. 

Intrinsic motivation refers to the drive to engage in activities that are inherently interesting without external incentives or rewards, to simply enjoy a activity and see it as an opportunity to explore and learn. The most recognized theory was first based on peoples drives and needs, thirst, hunger and sex are biological needs that were driven to pursue in order to live. (Cherry, 2023)

Extrinsic motivation is a behaviour driven by external factors such as reward or avoidance of negative outcomes, these can be tangible, such as money or grades, or intangible, such as praise or fame. (Cherry, 2023)

In the workplace employees need both intrinsic rewards and extrinsic rewards, the extrinsic rewards of work are more obvious as by having a paid job ensures economic stability, this leads to the majority of people thinking that the quality of work performed is influenced by extrinsic factors like bonuses and pay rise etc, but intrinsic factors play a bigger role, if you’re doing something you enjoy or find rewarding you are more likely to work harder and have a happier mentality.
Examples of Intrinsic motivation in the workplace are collaborating with colleagues because you enjoy their company and build strong relations, acting as a mentor to new colleagues as you enjoy sharing your expertise, working towards your own goals to further your development. 

The author exhibits intrinsic motivation within the workplace by researching videos online of different ways to make coffee art as enjoys making different shapes with the foam. She also researches different methods of roasting coffee and different beans that alter the coffee taste to enhance customers coffee experience as she loves coffee and trying different blends and methods of making it.

Examples of Extrinsic motivation in the workplace are the prospect of financial bonuses and rewards for employees who work to the highest standards, by having a promotion which means being given a chance of moving up to the next stage in your career and also gaining the respect from your colleagues.

Taking extra shifts at work shows the author is extrinsically motivated to 
the financial aspect of the job. She also works hard with the hopes of a possible promotion in the near future. 
There are many factors that influence both performance and motivation within the workplace. Leadership and management style is an important factor when related to how people work for you. Aggressive or derogatory behaviour and attitude towards employees will negatively affect performance and motivation. An example familiar to the author would be that an employee was being shouted at by the manager for a small mistake regarding cleaning utensils. The employee then quit the job a week later stating the managers attitude toward her as a reason for her leaving. She was a hard worker and picking the job up well. A high turnover of staff will have negative effects on performance as people will not be experienced and need to be trained, also good working environments are harder to achieve. 



Theories of motivation

A theory of motivation that was used to access work performance was created by a Harvard professor named David McClelland’s, he sought to understand human nature and to measure tools for how people make choices.
The theory outlines three desires that an individual could possibly have, each person is motivated by power, affiliation or achievement. Besides work performance McClelland conducted other studies about how motivation affects one’s health, how a drive to succeed can cause stress, high blood pressure and hormone levels. (Kurt, 2021)

Need for Achievement): Personal responsibility, Feedback, Moderate risk
· Typical behaviours:
· High: Must win at any cost, must be on top, and receive credit.
· Low: Fears failure, avoids responsibility.
· Need for Power: Influence, Competitive
· Typical behaviours:
· High: Demands blind loyalty and harmony, does not tolerate disagreement.
· Low: Remains aloof, maintains social distance.
· Need for Affiliation : Acceptance and friendship, Cooperative
· Typical behaviours:
· High: Desires control of everyone and everything, exaggerates own position and resources.
· Low: Dependent/subordinate, minimizes own position and resources.





Self-evaluation 

The author found when analysing her communication skills that she was an effective communicator that had both good working and family relationships. She also felt that she can be more assertive around familiar people and environments but can be more passive in unfamiliar settings or with people she doesn’t know, also a passive communication style is more pronounced when speaking to authority or when she is uncomfortable in her environment.
When the author was evaluating her communication skills she asked members of her friends and family to give her feedback and then also asked them give areas they thought she could improve. The most common aspect of her communication that came up was that they thought she was an extremely good listener and that the author seemed to really take in everything that was said to her. A second point that brought to the authors attention was that she used a more passive communication style when talking to others. During the authors research on the effectiveness of her communication it was also stated that she has great relationships with many of the customers in her workplace and that many customers go to the coffee shop simply because they know she will be working and be able to have a nice chat with her, this shows the authors ability to communicate effectively in both a family and workplace setting. 
When it came to personal behaviours the author felt that she was an easy to access person that could be approached at any time. This is a vital aspect of communication as it allows the free flow of communication without any restraint. An example of this within her workplace is that both employees and customers speak to her regarding any issues they have and they prefer to talk to her than to go to the owner which speaks volumes. A negative communicative behaviour however is that criticism can sometimes be difficult to take in and can sometimes upset or distress the author. 












GAP Analysis
	Current State
	GAPS
	Desired State

	Can get distressed in a confrontational setting
	Being calm and sure of myself when distressed
	Be able to calmly communicate when in stressful situations

	Quiet when I have ideas or thoughts that could improve something
	Know that my ideas have value and would be appreciated
	To be comfortable sharing ideas and thoughts more freely

	Passive when speaking to less senior members of the work team 
	Knowledge that I’m in a more authoritative role than other members.
	Assert more authority over less experienced and lazy members of the team

	Letting members of the team make mistakes as I don’t want to argue or interrupt
	Confidence that I am more experienced and can impart knowledge on others
	Showing team members correct way of working, communicating











  







References

Cherry, K. (2023, 05 03). Intrinsic motivation: How internal rewards drive behaviour. Retrieved from Verywellmind: https://www.verywellmind.com/what-is-intrinsic-motivation-2795385
Communication theory. (2024, 05 22). Retrieved from communicationtheory.org: https://www.communicationtheory.org/berlos-smcr-model-of-communication/
Drew, C. (2023, 09 04). Osgood-schramm Model of communication . Retrieved from HelpfulProfessor.com: https://helpfulprofessor.com/osgood-schramm/
Drew, C. (2023, 03 20). Shannon Weaver model of communication . Retrieved from HelpfulProfessor.com: https://helpfulprofessor.com/shannon-weaver-model/
five types of communication. (2018, 07 12). Retrieved from drexel.edu: https://drexel.edu/graduatecollege/professional-development/blog/2018/july/five-types-of-communication/#:~:text=Five%20Types%20of%20Communication%201%20Verbal%20Communication%20Verbal,...%204%20Listening%20...%205%20Visual%20Communication%20
James, C. (2023, 09 01). The colin James method. Retrieved from colinjamesmethod.com: https://colinjamesmethod.com/the-7-38-55-model/
Kurt, D. S. (2021, 05 23). McCelland's three needs theory. Retrieved from Education libiary : https://educationlibrary.org/mcclellands-three-needs-theory-power-achievement-and-affiliation/
Larisa, V. (2022, 03 18). 1specialPlace. Retrieved from 1specialplace.com: https://www.1specialplace.com/2022/03/18/different-forms-of-communication/
Martic, K. (2023, 01 15). Workplace communication: 11 reasons why its important. Retrieved from haiilo.com: https://haiilo.com/blog/communication-in-the-workplace-importance/#:~:text=10%20Reasons%20Why%20Communication%20in%20the%20Workplace%20is,8%208.%20Improve%20interdepartmental%20collaboration%20...%20More%20items
Souders, B. (2019, 11 05). What is motivation? A psychologist explains. Retrieved from PositivePsychology.com: https://positivepsychology.com/what-is-motivation/
upraise. (n.d.). Retrieved from 5 types of communication at workplace: https://upraise.io/blog/types-of-communication-workplace/
Wilshiere, J. (2024, 01 08). The importance of listening skills in communication . Retrieved from One education : https://www.oneeducation.org.uk/importance-of-listening-skills-in-communication/























image1.png
Y Drindod Dewi Sant

ty Saint David





