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1. [bookmark: _Toc497050747]Introduction

This critical review explores key aspects of communication in the workplace. It covers relevant communication theories, the types and modalities used in my professional setting, and the impact they have on team dynamics and productivity.
The report also examines factors affecting employee engagement, conflict management approaches, and includes a review of my own communication strengths and areas for improvement. A Personal Development Plan (PDP) and a workplace questionnaire are included to support reflection and practical improvement.
2. [bookmark: _Toc1694539031]Theories of Communication

[bookmark: _Toc2049845314]Basic Communication Cycle

The image below is the Basic Communication Cycle, which is a simple model that is circular in shape, therefore meaning it is constantly getting feedback. This particular model describes how messages are sent and received.
(Schrodt, 1965)
The Basic Communication Cycle is how people share information with each other. It's like a loop with a few key steps. Here's a simple breakdown:
· Sender – This is the person who begins the communication. They have a concept they intend to communicate.
· Message – This is what the sender wants to say. It could be words, gestures, pictures, or any meaningful content.
· Encoding – The sender formulates their message using language, tone, or body language. It’s like preparing the idea to be shared.
· Channel – This is how the message travels from the sender to the receiver. It could be spoken words, a text, an email, or even a facial expression.
· Receiver – This is the individual who receives the message.
· Decoding – The receiver construes or makes sense of the message based on their own recognition.
· Feedback – The receiver replies, showing they understood (or did not). This lets the sender know if the message was effectively communicated.

This model does not include non-verbal communication, nor does it acknowledge potential obstacles to communication. This model does not consider the receiver’s level of understanding, nor does it mitigate disruptive factors.
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[bookmark: _Toc1624030276]Shannon & Weaver
The Shannon & Weaver model is more complex than it is simple. It is technical and linear. It does not account for non-verbal signals, nor does it contemplate possible impediments to communication or take the receiver’s knowledge into consideration. This model does manage noise nor interruptions however; it does not seize feedback into consideration.
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[bookmark: _Toc479995973]Schramm
Schramm is a military model which is simple and circular in shape. It does not incorporate non-verbal cues, nor does it acknowledge obstacles to effective communication or take the receiver’s comprehension as a factor. Also, this model does not deal with disruptive influences. This model does reflect on feedback in decision-making.
The Schramm model is used with people who have the same knowledge of the subject.
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[bookmark: _Toc176238959]Berlo (SMCR)
Berlo’s model of communication considers the emotional aspect of the message. Berlo’s model of communication operates on the SMCR model.
· S - Stands for Source
· M - Message
· C - Channel
· R - Receiver

(Muyanga,  2021)
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3. [bookmark: _Toc1214525769]Communication in My Professional Setting

Communication is a critical component of organizational operations. Communication plays a vital role in an organization because it is a means to bring about change. (Fashiku, 2017).  
Communication is an essential aspect of any business, and for my role as a self-employed dog groomer, effective communication ensures both the satisfaction of customers and the smooth operation of day-to-day activities.
In my role as a dog groomer, communication is crucial to every aspect of my work. Whether it’s managing client relationships, ensuring internal team collaboration, or effectively promoting the business, clear communication creates a foundation for success.
Below is a table that explains how important and vital excellent communication is, in my workplace.
	Section
	Explanation

	Client Relations
	Managing expectations: Clear communication with clients about their pets’ grooming needs, expectations, and special care instructions ensures both parties are aligned. Tailoring each grooming session to meet specific needs builds trust and customer satisfaction.
Providing Information: Clear communication of grooming services, prices and aftercare helps clients make informed decisions. Explaining extra care due to health or temperament ensures a smoother grooming experience.
Feedback Mechanism: Engaging in two-way communication with clients allows for continuous improvement of services and helps address any concerns quickly.


	Team Co-ordination
	Internal Communication: If I manage a team of other dog groomers or bathing assistants, effective communication is essential for scheduling, delegating tasks and maintaining high standards of service. I use clear instructions to ensure that each team member understands their role and responsibilities, to avoid anyone from giving less than what is expected of them.


	Marketing and Promotion
	Social media and Advertising: Clear and consistent communication through social media, brochures and other marketing channels promotes the business and conveys services.
Building relationships: Regular communication with repeat clients through follow-up messages and personalised reminders increases customer loyalty and retention.


	Business Operations and Management
	Appointment Scheduling and Confirmation: Clear communication regarding appointment scheduling and confirmations ensures smooth operations, reducing errors, no-shows and cancellations.
Health and Safety Protocols: Communicating safety measures and hygiene standards to both customers and staff is vital for maintaining pet welfare and complying with company regulations.



[bookmark: _Toc1909759448]From researching and studying the table above, it can be shown how important communication is within this area of work. 
4. [bookmark: _Toc2113755282]Communication Types and Modalities
The modalities of communication – constitute general registers of human expression and experience.  The various modalities are at once biologically conditioned and culturally shaped.  (Gibson, 1979).
Below is a table that explains the different communication types and modalities used in the workplace.


	Communication Type/Modalities
	Definition
	Importance in Management
	Example

	Verbal Communication
	The use of spoken words to convey information
	Essential for direct client interactions, team briefings and real-time feedback and problem resolution
	Explaining grooming procedures to clients or discussing schedules with the team

	Non-Verbal Communication
	Transmission of messages without words e.g. body language 
	Impacts client relationships and internal communication, building trust through body language, tone and facial expressions
	Using eye contact and a friendly tone to make clients feel comfortable and at ease

	Written Communication
	Conveying information through written symbols e.g. emails, letters or reports
	Creates a formal record, useful for agreements, service details and client preference. Also, keeps track of blades used on each appointment for reference
	Sending grooming appointment reminders or feedback on team performance.

Referring to a dog grooming card to see what blade was used previously

	Visual Communication
	The use of images, graphics or charts to convey information
	Makes complex information easier to understand, visually attractive for marketing and helps clarify instructions
	Sharing before-and-after photos of pets or creating instructional diagrams for staff

	Face-to-face Communication
	In-person interactions where both parties can observe non-verbal cues
	Most effective for building relationships, resolving conflicts and discussing sensitive topics
	One-to-one meetings with employees or directly speaking with clients about grooming needs

	Telephone Communication
	Speaking remotely via phone calls
	Enables immediate interaction when face-to-face is not possible. Ideal for quick follow-ups with clients or staff
	Phoning a client to confirm their appointment or reaching out to an employee regarding urgent matters.

	Email Communication
	Exchanging messages over a digital network (formal written communication)
	Efficient for documentation, formal communication and administrative tasks.
	Sending grooming schedules or updates about services to clients.

	Digital and Social Media Platforms
	Communication through platforms like social media or business messaging apps
	Promotes the business, engages clients and enhances the business’s online presence
	Posting on Facebook with before-and-after photos of dogs and using WhatsApp for appointment reminders

	Instant Messaging/
Collaboration Tools
	Apps like WhatsApp and Snapchat for quick communication
	Ideal for fast, real-time communication, enabling quick feedback and collaboration among team members
	Using WhatsApp to communicate in a group message regarding schedule changes or discuss issues with staff during grooming sessions



From the table above, it can be shown there are various ways to effectively communicate in the workplace, each being of importance for positive outcomes.
5. [bookmark: _Toc721663151]Barriers to Communication

Below is a table that outlines key barriers to effective communication in the workplace. It identifies each barrier, provides examples, and explains the impact on communication processes. This supports an understanding of how these barriers can be recognized and managed.


	Barrier
	Description
	Effect on Communication
	Example in my role

	Language Differences
	When the sender and receiver do not share the same language or use unclear terms.

	Leads to misunderstanding, confusion, or incorrect information being shared.

	A client may misunderstand grooming instructions or care advice if English is not their first language.


	Poor Listening Skills, Noise and Distractions
	When someone hears but does not actively listen or engage with the speaker.
Physical or environmental factors that disrupt communication.

	Important information may be missed or ignored.
Causes missed or misheard messages.

	An employ Loud barking or dryers in the salon may prevent clear verbal instructions from being understood ee may miss a safety instruction because they were distracted during a briefing.

	Emotional Barriers
	Stress, anger, or anxiety that affect how someone communicates or receives info
	Makes it harder to express oneself clearly or listen calmly.

	A stressed client may misinterpret helpful advice as criticism, leading to conflict.


	Cultural Differences
	Differences in customs, beliefs, or expectations that affect communication.

	Can cause unintentional offense or miscommunication.

	Some clients may have different expectations around pet care or touch that require sensitive handling.


	

Lack of Feedback
	When there is no response or confirmation that a message was understood
	Creates uncertainty about whether the
 message was received or understood.

	Not asking a client to confirm their appointment could lead to a no-show or confusion.


	Information Overload
	Giving too much information at once, making it hard to process.

	Leads to confusion, errors, or forgetting important details.

	Explaining every detail of aftercare in one go may overwhelm the client, causing them to forget steps.


	Technology Issues
	Problems with digital communication tools or platforms.

	Delays or prevents messages from being sent or received accurately
	A message confirming a pet’s appointment may fail to send due to app issues or no internet connection. 




By identifying and analysing these barriers, the table provides a clear summary of challenges faced in my workplace regarding communication, and helps inform strategies to improve clarity, teamwork, and efficiency.
6. [bookmark: _Toc1539733617]Communication in the Workplace

The table below provides an overview of communication practices within my workplace. It highlights the different methods used, identifies their purposes, and evaluates their effectiveness. This analysis supports a deeper understanding of how communication contributes to day-to-day operations and helps identify areas for improvement.

	Level
	Communication Area
	What it looks like on the job
	Team Input & Support
	Impact on the Salon

	1 Basic
	Instructions and daily tasks
	Clear verbal or written instructions for appointments, grooming processes and cleaning routines
	Staff need basic understanding to perform tasks effectively
	Consistent service, fewer mistakes and smooth day-to-day operation

	2 Functional
	Customer communication
	Greeting clients, explaining services, handling special requests, managing pick-up/drop-off times
	Staff need guidance on tone, language and dealing with difficult customers
	Positive client relationships, improved professionalism and fewer complaints.

	3 Relational
	Team interaction and feedback
	Sharing ideas, raising concerns, giving and receiving feedback (for example regarding grooming styles or appointment scheduling)
	Staff need to feel safe, valued and heard when speaking up.
	Improved morale, collaboration and job satisfaction

	4 Reflective
	Leadership Communication and Culture
	Owner/manager communicates vision, listens openly, encourages development, adapts communication style, and reflects on own impact.
	Staff need consistent, respectful, two-way communication with leadership.  
	Strong culture, high retention, and empowered team that takes pride in their work and relationships



In conclusion, the table above provides a detailed exploration of the main communication methods used in my workplace, highlighting both strengths and areas for improvement.




7. [bookmark: _Toc2022028881]Factors Affecting Employee Productivity and Engagement
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Maslow’s Hierarchy of Needs is a pyramid composed of five sections and is a motivational concept proposed by Abreham Maslow in 1943, demonstrating how people are driven by a series of needs, beginning with essential needs and moving toward higher-level goals, physiological, stability, affiliation, esteem and self-fulfilment. 
Maslow considered physiological needs the most important as all the other needs become secondary until these needs are met. 
Pros: 
· This motivational model is simple to grasp and is resonant
· It offers a solid foundation for comprehending motivation
· This theory fosters self-improvement and fulfilment

Cons:
· Maslow’s theory is largely based on anecdotal observation rather than rigorous scientific research, making it difficult to validate universally

Pro’s:
· This model is accessible and applicable to real-world scenarios
· It promotes individual development and self-fulfilment

Cons:
· This motivational model displays cultural bias 
· It neglects variability among individuals


[image: ]
McClelland’s Theory of Three Needs specifies three key desires that individuals are likely to have. Each person is motivated by power, affiliation, or achievement. One characteristic typically stands out, but the others are still part of the individual’s personality.
(Dr. Serhat Kurt, 2021.)
1. Need for Achievement:
 This need reflects an individual’s drive to take personal responsibility, seek constructive feedback, and pursue tasks with a moderate level of risk.
2. Need for Power:
 This need is characterized by a desire to influence others and engage in competitive environments.
3. Need for Affiliation:
 This need reflects a desire for acceptance, close relationships, and cooperative interactions. (Dr. Serhat Kurt, 2021.)
Pros:
· This model establishes a basis for understanding
· It highlights the variations in individual motivation
· It empowers individuals to apply motivation strategies that suit them best
Cons:
· This model overlaps at times, complicating interpretation
· Lack of universal applicability - McClelland’s theory may not apply equally to all employees, as it assumes that everyone is primarily motivated by achievement, power, or affiliation. In reality, motivation can be influenced by many other personal or cultural factors.
· Difficult to measure accurately - it is challenging for managers to assess which of the three needs is dominant in each employee, as these needs are internal and not always observable.

[image: ]
Herzberg’s Two-Factor Theory explains what makes people feel satisfied or dissatisfied at work. He discovered that job satisfaction and job dissatisfaction come from different factors — not just opposite ends of the same scale.
He divided these factors into two categories:
[bookmark: _Toc1659459170]1. Motivators (Satisfiers)
These are factors that increase job satisfaction and motivate employees to work harder. They are related to the nature of the work itself and how it makes a person feel.
Examples include:
· Achievement
· Recognition
· Responsibility
· Opportunities for personal growth
· Enjoyment of the work itself
[bookmark: _Toc404898845]2. Hygiene Factors (Dissatisfiers)
These factors don’t directly motivate people, but if they are missing or poor, they can cause dissatisfaction. They are linked to the job environment, not the job itself.
Examples include:
· Salary
· Company policies
· Working conditions
· Job security
· Relationships with managers or co-workers
(Dr. Serhat Kurt, 2021.)
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Douglas McGregor introduced two contrasting views of employee motivation and management style. These are known as Theory X and Theory Y.
Theory X assumes that employees are naturally lazy, dislike work, and will avoid responsibility whenever possible. Managers who follow this view believe they need to strictly control, supervise, and even threaten employees to get them to work. This often leads to a more authoritarian management style.
In terms of communication, this style may involve top-down directives, limited employee input, and strict monitoring.
Theory Y assumes employees are self-motivated, enjoy their work, and seek responsibility when given the chance. Managers with this belief support a more participative and trusting leadership style, encouraging employees to be involved in decision-making.
This style promotes open communication, collaboration, and empowerment within the workplace. (Kopelman, et al, 2008).

[bookmark: _Toc1651738532]Relevance to Communication in the Workplace
Understanding these theories helps communication professionals and managers choose the right style to motivate employees. For example, Theory Y encourages two-way communication and active engagement, which can improve morale and productivity. On the other hand, Theory X might lead to a rigid communication flow, potentially causing dissatisfaction and low motivation.
After critically reviewing each theory, I believe the most suitable one to use in my workplace is McClelland’s Motivation theory as it will work best for my colleagues, by highlighting the variations in individual motivation. This also leads me to believe it will promote a happy workplace for everyone.

8. [bookmark: _Toc198140855]Conflict Management

The following table outlines the core elements of conflict management within the workplace. It identifies common sources of conflict, examples of how these may arise, the impact on team dynamics, and strategies used to address or resolve the issues. 









	Conflict type
	Example situation
	Possible Causes
	Communication strategy
	Outcome if managed well
	Consequences if ignored

	Employee-employee
	Two groomers argue and fall out over task division
	Unclear job responsibilities, excessive workload
	Clear role definitions; practising active listening
	Improved teamwork and more efficient and effective workflow
	Tension, conflict in the workplace meaning decreased productivity

	Employee-Manager
	Team dissatisfaction due to unexpected shift changes
	Poor communication, failure to engage the team
	Performance review sessions; inclusive decision making
	Improved staff morale, promoting scheduling consistency
	High staff turnover, decreased morale and conflict in the workplace

	Employee-Customer
	Customer complains about their pets’ haircut style
	Differing assumptions
	Confirm style with owner before they leave the premises
	Customer satisfaction, strengthened client retention
	Negative reviews via social media, loss of repeat business

	
Intrapersonal (Internal)
	

A groomer experiences stress and reacts emotionally
	
Mental fatigue, lack of support
	

Stress reduction workshops, open-door policy
	

Improved mental health and productivity
	

Increased chance of inaccuracies, absenteeism

	Team-based
	Booking errors cause friction between staff members
	Fragmented teamwork
	Job rotation, skill sharing and employee upskilling
	Enhanced operational efficiency and a reduction in procedural errors
	Recurrent faults and blame culture – damaging teamwork and communication



The table above explains how this structured approach allows for a clearer understanding of how effective conflict management supports positive communication, productivity and employee relationships.

9. [bookmark: _Toc750355425]Review of Personal Communication Effectiveness
This review critically examines my professional communication capabilities whilst in the workplace. As Owner and Head Dog Groomer at Kings K9 Cuts, I am responsible for coordinating team activities, which requires clear, concise, and confident communication. This review will reflect on key experiences and assess how my communication style affects team dynamics and outcomes for my business.
I often rely heavily on social media communication, which has occasionally led to misunderstandings due to indistinct tone. Colleague insights have shown that they sometimes perceive my messages as abrupt. This highlights a need to improve warmth and clarity in written interactions.
I produced a questionnaire regarding my communication in the workplace, for my staff members to answer as honestly as they can – Please see Appendix A below.

10. [bookmark: _Toc2053119278]Personal Development Plan (PDP)

Please see Appendix B for my Personal Development Plan regarding communication in my workplace.

[bookmark: _Toc481937733]Conclusion

This assignment has helped me understand how communication works in the workplace and why it is so important for good leadership. I looked at communication theories and how they relate to my own job, as well as different ways people communicate and how this affects teamwork and productivity.
I also researched what affects employee engagement, how to manage conflict, and reflected on how I communicate. Creating a Personal Development Plan and using a questionnaire gave me useful insights into areas I can improve. Overall, this assignment has helped me build stronger communication skills to support my role in leadership and management in my workplace.
[bookmark: _Toc1283012587]Appendix A
[bookmark: _Toc1329291446]General Communication
Your feedback is important to help further develop and improve how we communicate, work together, and support each other in the grooming salon. Please take a few minutes to fill this out. Your answers will be kept confidential unless you choose otherwise.

1. Do you feel heard and understood when we communicate?
Yes        /        No

Explain why:



2. How well do you feel I pay attention when you speak?
· Excellent
· Good
· Okay
· Poor
[bookmark: _Toc594236906]Non-verbal Communication

1. Does my body language align with the message I’m communicating?

Yes        /        No

2. Do you feel comfortable coming to me with questions or concerns?

Yes        /        No
Please explain why if answering no:
3. Do I come across as open and easy to talk to?

Yes        /        No

Please explain why if answering no:

[bookmark: _Toc501316286]Tone and Language

1. Do I adjust my tone appropriately depending on the situation?

Yes        /        No

2. Is the language I use at work respectful and appropriate?

Yes        /        No

Please explain why if answering no:

[bookmark: _Toc1355451284]Written Communication

1. Do you feel I respond to your messages in a timely and reliable way?
Yes        /        No

Please explain why if answering no:

[bookmark: _Toc875020576]Feedback and Absorbing

1. Do you feel comfortable providing feedback to me based on how I respond?

Yes        /        No

Please explain why if answering no:

[bookmark: _Toc1233147553]Conflict and Sensitive Conversations

1. Do I remain composed and professional in challenging discussions?

Yes        /        No

Please explain why if answering no:

[bookmark: _Toc740966998]Appendix B
	Area
	Present condition
	Strategic objective
	Growth Opportunities (GAP)

	Non-verbal communication
	When interacting with my clients, I find it difficult to show I am actively listening due to being distracted by my outstanding tasks.
	I will be confident while communicating with my clients rather than thinking about what I must complete.
	Prioritise my time for me to focus solely on tasks I am set to complete.

Allow myself more time in between appointments in order for me to refrain from becoming overwhelmed with outstanding tasks.

	Verbal communication
	I lack confidence when speaking in person

 I sometimes speak too fast, and struggle to organise my thoughts clearly.
	I will increase my confidence in speaking during team meetings
	I will contribute at least once in each weekly team meeting

I will take more time in between grooming activities to speak to each owner one-to-one

I will therefore have more time to relax and focus solely on one task at a time.

	Written communication
	I am able to write basic emails but often struggle with grammar and organising information in a professional and formal way. Sometimes my writing lacks a clear structure, causing confusion.
	To improve the grammar and structure of my written communication, especially in formal emails, so that my messages are clear, professional, and easy to understand.
	I will Use grammar and spell-check tools such as Grammarly or Microsoft Word Editor regularly.
I will also review examples of formal communication to understand proper structure and tone.
Lastly, I will attend a writing workshop or complete an online course focused on business writing.
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