Management communication
BMSK 4013
Sophie Taylor

Student number: 2432430



























Introduction
This assignment will explain the importance of different communication skills within management. It will demonstrate a few communication models and assess the effectiveness of them.

It will also evaluate theories of motivation relevant to the workplace and evaluate the principal factors that may affect performance and motivation in the workplace.

It will also demonstrate an appropriate criteria to evaluate own ability to communicate effectively and analyse feedback on own verbal and written communication skills.

It will lastly demonstrate own communication skills as a manager, identifying strengths and areas for improvement and finalise with a personal development plan.

Objective of this study
The objective of this study is to understand the different types of communication skill used within management and how effective or non-effective they can be. 
There will be demonstrations of this, using many examples and theories. 

Active Listening
This would mean fully concentrating, understanding, responding, and remembering what is being said. 
Clear and brief Verbal Communication
This would be to deliver information in a straightforward, easily understood manner.
Written Communication
This would be to use written formats like emails and reports to deliver information or ideas.

Nonverbal Communication
This would communication skill would use body language, facial expressions tone, and eye contact to support verbal messages.

This report will be looking at examples of this applied to working in the Airline Industry. 

Effective communication is essential in the airline industry, where coordination, safety, and customer service are paramount. Managers must utilize both verbal and non-verbal communication, overcome barriers, and motivate employees to ensure smooth operations.

Importance of Verbal Communication, Non-Verbal Communication, and Levels of Formality

Verbal Communication
In the airline industry, verbal communication is crucial for real-time information sharing, especially in high-pressure environments like air traffic control, ground operations, and cabin crew coordination. Clear verbal instructions prevent misunderstandings that could compromise safety and efficiency.

Non-Verbal Communication
Non-verbal cues such as body language, facial expressions, and tone of voice also play an important role. In passenger interactions, cabin crew use smiling, eye contact, and a calm tone to reassure and assist passengers, enhancing customer satisfaction. 

Barriers to Communication and Remedies
Barriers
Noise and Environmental Distractions: Airports and aircraft are noisy environments, which can lead to misheard messages.
Language Differences: International staff and passengers may have varying levels of English proficiency.
Technological Failures: Radio or intercom malfunctions can disrupt communication channels.

Remedies
Use noise-cancelling equipment and clear, standardized communication protocols.
Employ simple language and provide language training to staff.
Regularly maintain and test communication devices to avoid technical issues.

Range of Verbal and Written Communication Methods in the Airline Industry

Verbal Communication Methods
Face-to-Face Briefings: Used during shift changes and safety meetings.
Radio and Intercom: Essential for real-time coordination between ground staff and cockpit.
Telephone and Public Address Systems: For announcements and emergency instructions.

Written Communication Methods
Operational Manuals and Safety Protocols: Provide detailed procedures and guidelines.
Email and Internal Messaging Platforms: Used for daily updates, scheduling, and feedback.
Reports and Logs: Document incidents, maintenance records, and performance reviews.

Based on an article from The Havard Division of continuing education written by Mary Sharp Emerson, it shows many ways of communication in the workplace. Again, it shows to be clear and concise. She says ‘Communication is primarily about word choice. And when it comes to word choice, less is more.’

Another type of communication would be to encode and decode.
This is the process where the sender converts their ideas or thoughts into a message.
It involves transforming thoughts into symbols, words, sounds, or signals that can be transmitted.
This is the process where the receiver interprets or makes sense of the message sent by the sender.
The receiver translates the symbols, words, or signals back into thoughts or ideas.
For example, when you listen to someone talking, your brain decodes the sounds into meaningful ideas.
Encoding communication
Encoding is a crucial part of how communication works! Without encoding, the sender wouldn’t be able to convert their thoughts or ideas into a form that can be shared with others.

Message is sent through a channel.
Like talking face-to-face, texting, or even sending a signal over the internet.
The receiver decodes the message to understand what the sender meant.
If encoding is done poorly, say the sender uses confusing words, unclear signals, or a language the receiver doesn’t understand, the communication can fail or be misunderstood.

Decoding communication
This is the process where the receiver interprets or makes sense of the message sent by the sender.
The receiver translates the symbols, words, or signals back into thoughts or ideas.

The Importance of Tone of Voice with Different Audiences in the Airline Industry
In the airline industry, communication plays a vital role in ensuring safety, efficiency, and customer satisfaction. One critical but often overlooked element of communication is the tone of voice.

Tone with Passengers
Passengers represent the airline’s primary audience and are often under stress due to travel delays, cancellations, or safety concerns. The tone used by customer service agents, flight attendants, and ground staff must be empathetic, calm, and reassuring.

In an article by the American Public Communication, it says that good communication is the ability to deliver information effectively and efficiently to another person or group. It involves verbal and nonverbal skills, active listening, and correctly understanding and interpreting the information relayed by a speaker.  
Some characteristics of this type of communication include: 
Clarity 
Conciseness
Empathy
Respect

It also talks about reflective communication; this involves Reflective communication involves these strategies: 
Listen actively – To listen actively, give your full attention to the speaker without interruption or jumping to conclusions. Wait for the speaker to finish and then respond. 
Paraphrase the speaker – Repeat what you have understood from a speaker’s message back to that team member. This paraphrasing demonstrates that you are actively listening and ensures you understand the speaker’s message correctly.  
Confirm the message with the speaker – Ask the speaker if you have understood a message correctly. This feedback allows the speaker to clarify any misunderstandings. Once a speaker’s message is confirmed, you are far more likely to have understood all of the information in it.

According to another article called ‘Not all employers are tolerating Gen Z's laid-back language’ it explains how the younger generation seems to have a different tone of language. When the author describes a situation of how a younger gen Z colleague has a chat with her boss, the article quotes ‘Their feedback was mostly positive, she recalls, but for one issue: her boss said her casual language and informal manner undermined her credibility.’ 

Also, according to an article on the website Indeed, it explains how to conduct formal and informal meetings and the difference each can make due to the communication used. It explains how formal meetings would make it allot easier for both parties as each person can be relaxed which can show in their voice and body language which will then make the interviewee feel more comfortable in the situation. Informal meetings may feel more tense and harsh which will make body language tense and make the interviewee nervous causing their tone of voice to change and change the way they would normally communicate. 

According to another article by Forbes, it explains why tone makes such a difference in the workplace. It says that effective communication isn't just about choosing the right words, it's about making sure everyone understands.

The article also explains that effective communication involves more than just conveying information; it requires tailoring your message to suit the listener's background and familiarity with the topic.

Furthermore, there are similar views in the article ‘For Effective Communication Tone (Surprise!) Matters Most: 5 Strategies For Effectiveness’ by Forbes. They have also produced some statistics here ‘This experience varies by generation, with 59% of Gen Z, 48% of Millennials, 45% of Gen X and 28% of Baby Boomers saying the same.
Fully 62% of workers say better communication skills are necessary to nurture diversity and inclusion. This is especially true for 75% of workers who identify as neurodivergent—who report ineffective communication is a barrier to inclusion while only 64% of neurotypical respondents agree. And 77% of those for whom English is a second language (ESL) report ineffective communication is a barrier compared to 68% of those for whom English is their primary language.’ 

Written communication
Written communication is very important and effective. In the article ‘The significance of written communication in the workplace’ it explains this. The article explains that to enhance your writing, begin by clearly identifying your goal—whether it's sharing information, making a request, or providing feedback—and maintain focus on that purpose throughout your message. Adopt an appropriate tone that aligns with your audience and context; for instance, use a formal tone for official communications and a conversational style for social media posts. Strive for brevity and clarity by avoiding jargon and unnecessary details, and ensure your sentences and paragraphs are well-structured for readability. It says that ‘In today's hyper-digitized economy, we send and receive roughly 333 billion emails each day worldwide. Even if you’re sending a note to your coworker down the hall, you’re one of many people relying on daily written communication.’ 

Advantages of Written Communication
Permanent Record
Written communication provides a lasting record of messages, which can be referred to for future reference or legal purposes. 
Clarity and Precision
Allows the sender to carefully craft messages, reducing the chances of misinterpretation. 
Time to Reflect
Gives both sender and receiver time to think, act, and react thoughtfully. 
Disadvantages of Written Communication


Time-Consuming
Composing and reviewing messages can be more time-intensive than verbal communication. 
Risk of Misinterpretation
Without immediate clarification, written messages can be misunderstood. 
Verbal Communication Methods in Organizations
Face-to-Face Meetings
Telephone and Video Calls
Team Huddles and Briefings
Presentations and Webinars

Advantages of Verbal Communication
Immediate Feedback: Allows for real-time clarification and adjustment, enhancing understanding. 
Personal Connection: Facilitates relationship-building and trust through tone, pitch, and body language.
Efficiency in Decision-Making: Enables quick discussions, fostering prompt decision-making in dynamic environments. 
Disadvantages of Verbal Communication
Potential for Misinterpretation: Tone, accent, or choice of words can lead to different interpretations. 
Time-Consuming: Meetings or calls can be lengthy, potentially affecting productivity. 
Appropriateness and Effectiveness
When It Works Well:
Discussing complex or sensitive issues where tone and empathy are important.
Building relationships and trust among team members.

When It May Not Be Ideal:
Communicating with a large or remote audience.
Situations requiring legal documentation or formal records.

Best Practices
Combine with Written Communication: Follow up verbal discussions with written summaries to ensure clarity and record-keeping.
Maintain Professionalism: Use clear and concise language, and be mindful of tone and body language.


Written Communication Methods in Organizations
Emails
Widely used for both formal and informal communication, allowing for quick and efficient information sharing.
Reports and Memos
Formal documents used to convey detailed information, analyses, or updates within the organization.
Official Letters and Notices
Formal communications used for official announcements, policy changes, or legal matters.
Instant Messaging (e.g Microsoft Teams)
Real-time communication tools that facilitate quick exchanges of information among team members.

 Advantages of Written Communication
Clarity and Precision: Allows for careful structuring of messages, reducing the risk of misinterpretation. 
Uniformity: Ensures consistent communication across large groups, maintaining uniformity in messages. 
Suitability for Complex Information: Effective for conveying detailed information, such as statistical data or technical instructions. 

Disadvantages of Written Communication
Delayed Feedback: Lacks immediacy; responses may take time, hindering quick decision-making. 
Potential for Misinterpretation: Absence of non-verbal cues (tone, body language) can lead to misunderstandings. 
Lack of Personal Touch: May seem impersonal, especially in conveying emotions or building relationships. . 
Appropriateness and Effectiveness
When It Works Well:
Communicating complex information that requires careful consideration.
Maintaining a formal record of communications for legal or compliance purposes.
When It May Not Be Ideal:
Conveying urgent messages that require immediate feedback.
Discussing sensitive or emotional topics that benefit from personal interaction.
Situations requiring spontaneous or interactive communication.
Best Practices
Combine with Verbal Communication: Follow up written communications with verbal discussions to ensure clarity and understanding.
Be Clear and Concise: Avoid ambiguity by being direct and to the point in written messages.
Proofread Before Sending: Check for errors in grammar, spelling, and clarity to maintain professionalism.
Use Appropriate Channels: Choose the right medium (email, report, memo) based on the message's purpose and audience.
Maintain Confidentiality: Be mindful of privacy and confidentiality when sharing written information.

Motivation
Motivation is the internal process that initiates, guides, and sustains goal-directed behaviour. It encompasses the biological, emotional, social, and cognitive forces that activate behaviour. Motivation is essential for setting and attaining objectives, influencing the direction, intensity, and persistence of behaviour.
Intrinsic Motivation
This would be engaging in an activity for the inherent satisfaction and personal fulfilment it provides. E.g., reading a book or engaging in a hobby.

Extrinsic Motivation
This would be to perform an activity to achieve an external outcome, such as a reward or to avoid punishment. E.g. working for a salary or studying for grades.

Abraham Maslow's Hierarchy of Needs.
Introduced in 1943, is a psychological theory positing that human motivation is driven by a progression through five levels of needs, often depicted as a pyramid:
Physiological Needs: Basic survival requirements such as food, water, and sleep.
Safety Needs: The need for security, stability, and protection from harm.
Love and Belongingness Needs: Social needs including relationships, friendships, and a sense of belonging.
Esteem Needs: The desire for self-respect, recognition, and a sense of accomplishment.
Self-Actualization: The realization of one's full potential, creativity, and personal growth.
Maslow suggested that individuals must satisfy lower-level needs before progressing to higher-level ones. However, he acknowledged that the hierarchy is not rigid and that individuals may pursue higher-level needs even if lower-level ones are not fully satisfied.
Lack of Empirical Support
One significant criticism of Maslow's hierarchy is the lack of empirical evidence supporting the strict ordering of needs. Subsequent research has not consistently validated the idea that individuals must satisfy lower-level needs before progressing to higher-level needs. Wahba and Bridwell (1976) conducted a comprehensive review and found little empirical support for Maslow's strict hierarchy. 
Cultural Bias
Maslow's theory has been criticized for its cultural bias. It is often considered to reflect Western individualistic values, particularly the emphasis on self-actualization, which may not be universally applicable. Cross-cultural studies suggest that the importance and prioritization of needs can vary significantly across cultures. For instance, in collectivist societies, social and communal needs may take precedence over individual self-actualization.

What Motivates Me
Reflecting on my personal motivations, I find that intrinsic factors play a significant role. The opportunity to engage in meaningful work, where I can apply my skills and see tangible results, drives my commitment and satisfaction. Additionally, a supportive work environment that fosters collaboration and open communication enhances my motivation. Recognition of my contributions, both through formal acknowledgment and informal appreciation, further reinforces my dedication.

Motivating Others
To motivate others, it's essential to understand their individual drivers. Providing opportunities for personal and professional growth, such as training and career advancement, can be highly motivating. Empowering team members by involving them in decision-making processes and giving them autonomy in their roles can also enhance motivation. Furthermore, ensuring a healthy work-life balance and offering flexibility can contribute to sustained motivation.

Factors Affecting Workplace Performance
Motivation
Motivation is a critical determinant of performance. When employees are motivated, they are more likely to be engaged, productive, and committed to their roles. Factors such as recognition, opportunities for growth, meaningful work, and a supportive environment can significantly boost motivation.
Conflict
While conflict is a natural part of any workplace, unresolved or poorly managed conflict can hinder performance. It can lead to decreased morale, communication breakdowns, and a toxic work environment. However, when managed constructively, conflict can lead to innovative solutions and improved team dynamics. It's crucial to address conflicts promptly and foster a culture of open communication and respect 

Motivation in Airline Online Chat Agents
Motivation is a critical factor influencing the performance and satisfaction of online chat agents in the airline industry. These agents are often the first point of contact for customers seeking assistance with bookings, cancellations, or inquiries. Their motivation directly impacts the quality of service provided and, consequently, customer satisfaction.

Two-Factor Theory (Herzberg, 1959)
Herzberg's Two-Factor Theory distinguishes between hygiene factors, which prevent dissatisfaction, and motivators, which drive satisfaction. For online chat agents, hygiene factors include adequate compensation, job security, and comfortable working conditions. Motivators, on the other hand, include recognition, opportunities for advancement, and meaningful work. Ensuring both hygiene factors and motivators are addressed can lead to higher job satisfaction and motivation.

Criteria for Evaluating Communication Effectiveness
Active Listening Active listening is fundamental to understanding and responding appropriately in conversations. 
I assess my listening skills by reflecting on the following: 
Engagement clarification and feedback:
Regular self-reflection and feedback from peers help me gauge my effectiveness in active listening.
Empathy
Empathy fosters trust and rapport in communication. assess my empathetic skills by reflecting on:
Engaging in self-reflection and seeking feedback from colleagues help me evaluate my empathetic communication.
Feedback from diverse interactions aids in assessing my adaptability. 
Feedback Reception
Receiving and acting upon feedback is crucial for growth. I evaluate my responsiveness to feedback by reflecting on.

Evaluation of Personal Communication Skills as a Manager
Active Listening
I consistently engage in active listening, ensuring that team members feel heard and valued. This approach fosters trust and encourages open communication.
Empathy
I make a conscious effort to understand and share the feelings of others, which strengthens relationships and promotes a supportive work environment. 
Public Speaking
I seek to build confidence and effectiveness in delivering presentations to larger groups, enhancing my influence and leadership presence.
Digital Communication
I plan to refine my skills in virtual communication platforms to maintain engagement and clarity in remote settings.
Providing Constructive Feedback
I aim to develop techniques for delivering feedback that is both constructive and motivating, fostering a culture of continuous improvement.

Personal Development Plan

Develop Techniques for Providing Constructive Feedback
Objective: Enhance the ability to deliver feedback that is both constructive and motivating.
Actions:
Attend workshops on giving and receiving feedback.
Practice feedback delivery in role-playing scenarios.
Seek feedback on personal feedback delivery style.

Refine Digital Communication Skills
Objective: Improve effectiveness in virtual communication platforms.
Actions:
Participate in training sessions for digital communication tools.
Practice conducting virtual meetings with colleagues.

Improve Non-Verbal Communication
Objective: Align non-verbal cues with verbal messages to enhance clarity.
Actions:
Record and review personal presentations to identify areas for improvement.
Participate in workshops focused on body language and facial expressions.
Request feedback from colleagues on non-verbal communication.
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