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[bookmark: _Toc231147966]1. ‎Introduction 
Communication is the process of sending, receiving and understanding information between people, and it is essential for building effective working relationships and ensuring tasks are completed safely and accurately. In the workplace, clear communication supports teamwork, reduces misunderstanding and improves overall performance, especially in fast‑paced operational environments. This report explores my communication strengths and development needs using colleague feedback, a communication questionnaire, a GAP analysis and the Shannon & Weaver (1949) model to understand where messages succeed or fail. It also includes a Personal Development Plan (PDP) outlining the specific actions I will take to improve my communication and enhance my effectiveness at work.
[bookmark: _Toc231147967]2. Communication 
Effective workplace communication relies on understanding how the process functions, and recognised models help make this clear. Berlo’s (1960) SMCR model shows communication as a transactional exchange shaped by the sender, message, channel and receiver. Using established models strengthens clarity and reduces distortion, supporting better teamwork. Good communication improves trust and coordination, whereas poor communication creates errors, conflict and delays. Research by Keyton (2017), emphasises that communication quality directly shapes organisational effectiveness.
[bookmark: _Toc231147968]2.1 Model 1
The Communication Cycle, outlined in the University of Wales Trinity Saint David (UWTSD, 2026) workbook, explains communication as a circular, transactional process where meaning is co‑created through idea formation, encoding, transmission, decoding and feedback. It helps us understand that communication is only complete when the receiver has understood and responded. In the water industry, this is visible when network managers brief field technicians during burst‑main incidents and technicians confirm valve locations. Strengths include clarity, structure and accountability; weaknesses arise when feedback is rushed or unclear. Improving communication by strengthening feedback loops would reduce operational errors, speed up coordination and improve service quality.
[bookmark: _Toc231147969]2.2 Model 2 
The Shannon and Weaver Model (1949) presents communication as a linear process involving a sender, encoder, channel, decoder and receiver, with noise disrupting message clarity. It helps us understand how messages become distorted. In the water industry, it is especially useful during jetting operations, where engine noise can affect safety‑critical instructions. Strengths include diagnostic precision and simplicity; limitations include minimal attention to feedback or meaning. Improving communication by reducing noise would enhance accuracy, reduce mistakes and improve operational reliability.
[bookmark: _Toc231147970]2.3 Model 3 
The Schramm Model (1954) describes communication as a two‑way, interactive process where meaning is created through shared fields of experience and continuous feedback. It helps us understand how interpretation, not just transmission, shapes communication outcomes. In the water industry, this model is valuable when control‑room staff and field technicians exchange updates during network incidents, using feedback to confirm valve positions or isolation steps. Strengths include promoting shared understanding and reducing misunderstandings (Keyton, 2017); weaknesses arise when experience levels differ, limiting overlap (Men & Yue, 2019). Strengthening shared knowledge and feedback loops would improve teamwork, reduce delays and enhance service quality.
[bookmark: _Toc231147971]2.4 Model 4 
Berlo’s (1960) SMCR Model explains communication through four components: Source, Message, Channel and Receiver. It highlights how human factors—skills, attitudes, knowledge and culture—shape message clarity. The model helps us understand how people influence meaning, not just the message itself. In the water industry, it applies when managers brief technicians: the sender’s clarity, message structure, radio channel and technicians’ experience all affect operational accuracy. Strengths include practical diagnostic value; weaknesses include limited attention to feedback and organisational context (Keyton, 2017). Improving communication by aligning skills and channels would reduce errors, strengthen teamwork and improve productivity during operational incidents.
[bookmark: _Toc231147972]2. 5 Comparison of the 4 Models
Schramm (1954) explains feedback most effectively because it treats communication as a two‑way, interactive process where shared understanding is built through continuous exchange. Berlo’s (1960) SMCR model best explains barriers, highlighting how source, message, channel and receiver factors distort meaning. Shannon and Weaver (1949) is the most limited due to its linear structure and narrow focus on noise, making it less suitable for complex workplace interaction. In my water‑industry context, the Communication Cycle (UWTSD, 2026) is the most useful because it supports instruction‑checking, operational clarity and error reduction during time‑critical network incidents.
[bookmark: _Toc231147973]3. Importance of Tone, Language and Formality 
Tone, language and formality shape how messages are interpreted and must be adapted to audience, purpose and environment. Tone reflects attitude; in my workplace, I use a formal, concise tone with managers to show professionalism, but a more informal tone with colleagues to build rapport. Using the wrong tone can appear disrespectful or escalate conflict (Keyton, 2017). 
Language choice affects clarity, especially in technical water‑industry tasks where ambiguous wording can cause operational mistakes (Men, 2014). Formality ensures communication matches the situation: incident briefings require structured, precise language, while routine updates allow more flexibility. 
Getting any of these elements wrong can have consequences ranging from something as simple as slowing teamwork or causing minor confusion, to outcomes as catastrophic as operational mistakes, safety risks, regulatory breaches and significant negative impacts on customer service in my role.
[bookmark: _Toc231147974]4. Verbal and Non-Verbal Communication 
Verbal and non‑verbal communication strongly influence both operational performance and workplace relationships. Spoken communication such as briefings, calls and toolbox talks supports rapid coordination, while active listening demonstrates respect and strengthens trust; poor listening can damage relationships and reduce willingness to speak up (Keyton, 2017). 
In my workplace, failing to listen during a burst‑main briefing could make technicians feel dismissed, weakening psychological safety and discouraging upward communication (Ruck & Welch, 2012).
Non‑verbal cues also shape interpretation: body language, eye contact and facial expressions signal openness or defensiveness; posture conveys confidence or uncertainty; and paralinguistic features such as pace, pitch and tone influence whether instructions feel supportive, calm or authoritarian (Men & Yue, 2019).
Silence may indicate reflection, confusion or reluctance to challenge decisions, so managers must check understanding rather than assume agreement (Knapp & Hall, 2010).
Positive use of these behaviours builds trust, collaboration and stronger working relationships, while negative use can create tension, reduce cooperation and increase the risk of mistakes (Einwiller et al., 2021).
Effective communication therefore strengthens teamwork, improves response times and enhances customer outcomes, while ineffective communication can cause anything from minor interpersonal friction to serious operational failures and safety risks in my workplace and are important considerations.
[bookmark: _Toc231147975]5. Written and verbal communication methods in the workplace 
Appendix A; summarises how key verbal and written communication methods operate in my workplace and highlights where improvements could strengthen clarity, safety and operational performance in the water industry. 
By implementing these improvements in my supervisory role, I would strengthen both verbal and non‑verbal communication across field and control teams. Clearer briefings, consistent tone, purposeful body language and structured follow‑ups would reduce errors, build trust and improve psychological safety. This would lead to faster resolutions, safer operations and more reliable customer outcomes.
[bookmark: _Toc231147976]6. Motivation and Conflict
[bookmark: _Toc231147977]6.1 Motivation 
Motivation refers to the internal and external factors that drive individuals to act, shaped by intrinsic satisfaction, extrinsic rewards, and personal needs, values and goals. In the water industry, motivation influences how technicians respond to operational challenges, customer issues and safety requirements. When employees feel valued and supported, engagement and performance increase, reflecting evidence that motivation strengthens commitment and discretionary effort (Kim & Fernandez, 2017). 
Clear communication, recognition and development opportunities further enhance motivation, particularly during high‑pressure network incidents. Several established models explain why individuals respond differently to motivational approaches (Latham & Pinder, 2005). The subsections below outline four key theories: Maslow (1943) on unmet needs and safety; Herzberg (1959) on hygiene factors and motivators; McClelland (1961) on achievement, affiliation and power; and McGregor (1960) on how supervisory assumptions shape motivation, autonomy and performance.
[bookmark: _Toc231147978]6.2 Model 1
Maslow’s Hierarchy of Needs (Maslow, 1943) proposes that human motivation is structured in five levels: physiological, safety, love/belonging, esteem, and self‑actualisation. Individuals are motivated to progress upward as each lower need is met. In the water industry, safety and belonging are especially important; technicians must feel physically safe on site and supported by their team before they can focus on higher‑level goals such as problem‑solving, innovation or leadership. A key strength of Maslow’s model is its clarity in showing that motivation is linked to human needs, not [image: ]just rewards. However, its main weakness is the assumption that people always progress in a fixed order, which is not always true during emergencies or operational pressures. Despite this limitation, the model helps managers understand why meeting basic and psychological needs improves engagement, performance and resilience across operational teams.

[bookmark: _Toc230987469]Figure 1 - Maslow’s Hierarchy of Needs (Maslow, 1943)
 
[bookmark: _Toc231147979]6.3 Model 2 
McClelland’s Theory of Needs (McClelland, 1961) identifies three key motivators: achievement, affiliation, and power. Everyone is driven by one dominant need—achievement for success, affiliation for relationships, or power for influence. In the water industry, achievement‑focused staff aim to improve network efficiency, while affiliation‑driven employees value teamwork and customer trust. Managers motivated by power can use influence positively to uphold safety and performance standards. The model’s strength lies in recognising personal differences in motivation; its weakness is overlooking external factors such as organisational culture. Understanding these needs helps leaders match tasks to motivators, improving engagement and productivity.
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[bookmark: _Toc230987470]Figure 2 - McClelland’s Theory of Needs (McClelland, 1961)
[bookmark: _Toc231147980]6.4 Model 3 
Herzberg’s Two‑Factor Theory (Herzberg, 1959) proposes that motivation is influenced by two elements: motivators (achievement, recognition, responsibility) which increase satisfaction, and hygiene factors (pay, policies, working conditions) which prevent dissatisfaction but do not motivate on their own. In the water industry, strong hygiene factors such as safe equipment and clear procedures are essential before motivators like development opportunities can improve performance. A key strength of the model is its distinction between what motivates and what prevents dissatisfaction. Its weakness is that motivation may not always fit neatly into two categories, especially during operational pressures or emergencies.
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[bookmark: _Toc230987130][bookmark: _Toc230987471]Figure 3- Herzberg’s Two Factor Theory (Herzberg, 1959)
[bookmark: _Toc231147981]6.5 Model 4 
McGregor’s Theory X and Theory Y (1960) describes two contrasting managerial assumptions about employee motivation. Theory X assumes workers dislike responsibility and require close supervision, while Theory Y assumes employees are self‑motivated, capable and seek opportunities to contribute. In the water industry, a Theory X approach may lead to rigid control during operational incidents, whereas Theory Y supports trust, autonomy and problem‑solving among technicians. The model’s strength is highlighting how managerial beliefs shape behaviour and performance. Its weakness is oversimplification, employees may display both tendencies depending on context, workload and organisational culture.
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[bookmark: _Toc230987131][bookmark: _Toc230987472]Figure 4 - McGregor’s Theory X and Theory Y (McGregor, 1960)

Maslow (1943) highlights how unmet safety and belonging needs limit performance, which is highly relevant in the water industry, though the rigid hierarchy oversimplifies real behaviour. McClelland’s (1961) model recognises individual motivators, achievement, affiliation and power, helping managers tailor tasks, but it overlooks organisational factors. Herzberg’s (1959) Two‑Factor Theory clearly separates what motivates from what prevents dissatisfaction, useful for improving safety conditions and recognition, yet its categories can blur in practice. McGregor’s (1960) Theory X/Y shows how managerial assumptions shape behaviour, but its binary view is simplistic. Together, the theories show that motivation depends on needs, environment, leadership style and individual differences (Gagné & Hewett, 2024).
[bookmark: _Toc231147982]7. Motivation in My Workplace 
Herzberg’s (1959) Two Factor Theory helps explain motivation in my workplace by distinguishing between hygiene factors and motivators. The hygiene factors he identifies; fair pay, clear operational policies, manageable workloads and safe working conditions, directly reflect the foundations required in the water industry, where technicians work near high‑risk assets. When these basics are maintained, they prevent dissatisfaction but do not actively motivate staff, supporting evidence that stable working conditions underpin engagement in operational environments (Kim & Fernandez, 2017). I see this daily: when workloads are balanced and procedures are clear, technicians remain steady and focused, but motivation does not necessarily increase.
The motivators Herzberg describes also align closely with what I observe in practice. Recognition for resolving complex network issues, development opportunities, increased responsibility during incidents and the sense of achievement when customer interruptions are avoided all have a noticeable impact on satisfaction within my team. These motivators become especially influential during high‑pressure events such as burst mains or pollution risks, where skilled decision‑making is essential. Providing structured feedback, development pathways and autonomy supports intrinsic motivation, reflecting wider evidence that meaningful work strengthens engagement (Latham & Pinder, 2005).
Understanding and applying this distinction in my supervisory role reinforces that maintaining hygiene factors prevents dissatisfaction. Prioritising motivators is what truly improves morale, retention, productivity, teamwork and service quality.
[bookmark: _Toc231147983]8. Conflict and Impact 
Professional workplace conflict arises when disagreements stem from work‑related issues rather than personal differences. In my workplace, conflict can emerge during operational incidents where teams rely on accurate, timely information to isolate bursts, manage customer interruptions and protect water quality. Likely causes include unclear communication, role confusion during fast‑moving events, uneven workloads, personality differences, poor listening and reduced trust when expectations are not met. These factors can escalate conflict quickly, especially when decisions must be made under pressure.
Research shows that unresolved conflict reduces motivation, increases stress, weakens teamwork and raises the likelihood of operational mistakes (Jehn & Bendersky, 2003). In the water industry, this could lead to slower incident response, repeated site visits, customer dissatisfaction and damaged working relationships. Over time, persistent conflict may also contribute to lower productivity, increased absence and reduced team cohesion.
The Thomas–Kilmann Conflict Model helps explain how individuals respond through competing, collaborating, compromising, avoiding or accommodating (Thomas & Kilmann, 1974). In my workplace, I witness competing; when teams push their priorities during bursts, avoidance when staff feel uncomfortable challenging decisions, and accommodating behaviour when newer technicians defer to senior colleagues.
[bookmark: _Toc231147984]9. Conflict resolution strategy 
If conflict arose in my workplace, I would use a structured, fair and professional approach. I would begin by meeting privately with those involved, making it clear that the purpose is resolution rather than blame. I would listen to each perspective, clarify the facts and separate the issue from personal assumptions, which reduces defensiveness and helps identify root causes (DeChurch & Marks, 2001).
I would then apply the Thomas–Kilmann Model to understand how each person is approaching the conflict and guide them toward a collaborative style. For example, if conflict occurred between field technicians and the control room over unclear responsibilities during a burst main, I would support both sides to define expectations, agree communication steps and confirm who leads each stage of the response.
Once a shared plan is agreed, I would schedule a follow‑up review to ensure the solution is working. Resolving conflict in this way would strengthen trust, improve teamwork, reduce operational delays and enhance decision-making. Ultimately, effective conflict management should move the organisation from slow, fragmented responses and strained relationships to faster decision making, stronger teamwork and a more reliable network, improving performance and customer outcomes.
[bookmark: _Toc231147985]10. Self-Assessment, Feedback and Gap Analysis 
[bookmark: _Toc231147986]10.1 Self-Assessment 
Reflecting on my communication is essential for understanding how my behaviour is perceived by others, not just how I intend it to be received. To structure this reflection, I used the Johari Window model, which separates self‑knowledge into four areas; open, blind, hidden and unknown; based on what is known to self and known to others (Luft & Ingham, 1955). To populate these areas accurately, I needed information from two sources: my own self‑assessment and feedback from colleagues.
I began by evaluating my clarity, tone, listening and written communication during routine and high‑pressure situations. I then gathered feedback from others to identify where my self‑perception aligned with, or differed from, their experience of working with me. Comparing these two perspectives enabled a clear gap analysis, highlighting both recognised strengths and blind‑spot behaviours that may affect teamwork and communication in operational environments.
The following subsections present the feedback received and the resulting gap analysis. 

[bookmark: _Toc231147987]10.2 Feedback from Others 
Feedback from others is essential for improving communication because it reveals how messages are received, not just how we intend them. Using the Shannon & Weaver (1949) Communication Model, the questionnaire highlighted where “noise” can interfere with my message, such as operational pressure, assumptions about technical knowledge, or rushing instructions. This model helped me understand that even when my message is clear, the “receiver” may experience barriers that affect understanding.
Feedback was collected through a structured communication questionnaire completed by four colleagues across different roles. The results showed strong positives: I remain calm under pressure, communicate clearly during incidents, and maintain a professional tone. These strengths are crucial in the water industry, where decisions must be made quickly and confidently to protect customers and water quality.
Please see Appendix B, for the full questionnaire. 
However, the feedback also highlighted development areas. Several colleagues noted that I sometimes move too quickly, provide limited detail in written updates, or assume others share my level of experience. These issues can create misunderstandings during network events or handovers.
This feedback provides the foundation for the gap analysis that follows, showing where my self‑perception aligns with others’ views and where improvements are needed.
[bookmark: _Toc231147988]10.3 Gap Analysis 
Using the assignment learning and the feedback from colleagues, I can clearly see where my strengths support effective network operations and where targeted improvements will enhance teamwork, clarity and incident response. This structured approach ensures my development is evidence‑based rather than guesswork.
Overall, the Gap analysis in Appendix C shows I am strong in professionalism, clarity under pressure and maintaining a calm, reliable presence; all essential in the water industry. However, improving active listening, slowing down explanations and adapting communication for newer staff will reduce misunderstandings and strengthen operational performance. By applying the Shannon & Weaver model to reduce “noise” and checking understanding more consistently, I can close these gaps and communicate with greater impact. This will support smoother handovers, faster decision‑making and more confident collaboration across teams.
[bookmark: _Toc231147989]10.4 Personal Development Plan 
A Personal Development Plan (PDP) is a structured tool used to identify development needs and outline the specific actions required to improve them. I produced my PDP (Appendix C) directly from the evidence gathered in the previous sections: colleague feedback from the communication questionnaire, the gap analysis and the application of the Shannon and Weaver (1949) model to understand where communication “noise” reduces clarity. This ensured the PDP was based on objective insight rather than assumptions.
Using this information, I focused only on the development needs consistently highlighted across the feedback and gap analysis, such as slowing down explanations, improving active listening, adapting communication for newer staff and strengthening written updates. I then converted these priorities into SMART goals that are specific, measurable and time‑bound, ensuring each action is practical and trackable.
By basing the PDP on clear evidence, it directly targets the behaviours most likely to improve teamwork, handovers and incident response, while reducing the risk of repeated misunderstandings and operational inefficiencies.
[bookmark: _Toc231147990]11. Conclusion 

This assignment has reinforced that communication directly shapes workplace relationships, teamwork and performance. In my role, even small misunderstandings during handovers or incident response can disrupt coordination, showing how communication behaviours influence operational outcomes. The models explored throughout this assignment helped explain why communication succeeds or fails: Shannon and Weaver highlighted how “noise” such as pressure or assumptions distorts messages, while the Thomas–Kilmann model clarified how conflict styles affect collaboration and resolution.
My understanding has also matured around the link between communication and motivation. Motivation is both intrinsic and extrinsic, varies between individuals, and depends on maintaining key hygiene factors. When these foundations weaken or operational priorities clash, conflict becomes more likely — making effective communication essential for restoring trust and performance.
Feedback from colleagues identified clear strengths as well as gaps in listening, pacing and written clarity. These insights shaped my gap analysis and informed my Personal Development Plan, which now provides a structured, measurable way to strengthen my communication, support motivation and reduce conflict in my workplace.
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[bookmark: _Toc231147992]Appendix A: Written and Verbal Communication Methods in the workplace
	
	What
	How it is used in my workplace
	Strengths
	Weakness
	Recommendations to improve

	Verbal
	Team briefings
	Used to update field technicians on network issues and planned work.
	Quick clarification, supports shared understanding.
	Noise, time pressure and mixed experience levels reduce effectiveness.

	Add structured summaries and check‑back questions to confirm understanding.

	
	Phone calls
	Used for urgent operational updates between control room and field teams.
	Fast, direct, adaptable tone.
	Poor signal or stress can distort messages.
	Confirm key points verbally and follow up with a short written summary.

	
	Toolbox talks
	Delivered before site work to reinforce safety expectations.
	Engaging and interactive.
	Rushed delivery reduces impact.
	Allow questions and use visual aids to support newer staff.


	Written
	Emails
	Used for formal updates and decisions.
	Clear record, accessible to all.
	Can be too long or technical.
	Use bullet points and plain language tailored to audience needs.

	
	Reports
	Used for incident documentation and regulatory evidence.
	Accurate and detailed.
	Overly technical for some readers.
	Use standard templates and clearer structure.

	
	Teams
	Used for quick coordination during live incidents.
	Fast and convenient.
	Messages can be unclear or informal.
	Agree shorthand and match formality to the recipient.



[bookmark: _Toc231147993]Appendix B: Communication questionnaire
	Person 1 – Senior Technician
	

	Question
	Rating

	Communicates clearly
	4

	Listens effectively
	3

	Instructions easy to understand
	4

	Professional in difficult situations
	5

	Adapts communication
	3

	Tone appropriate
	4

	Active listening
	3

	Calm under pressure
	5

	Written communication
	4

	Non‑verbal communication
	4

	Comments:

	Strong communicator during incidents. Could pause more before responding. Sometimes assumes others have the same technical background.




	Person 2 – Control Room Operator
	

	Question
	Rating

	Communicates clearly
	3

	Listens effectively
	4

	Instructions easy to understand
	3

	Professional in difficult situations
	4

	Adapts communication
	3

	Tone appropriate
	4

	Active listening
	4

	Calm under pressure
	4

	Written communication
	3

	Non‑verbal communication
	3

	Comments

	Professional tone. Instructions can feel rushed when the network is busy. Written updates sometimes need more detail.




	Person 3 – Team Leader
	

	Question
	Rating

	Communicates clearly
	5

	Listens effectively
	4

	Instructions easy to understand
	4

	Professional in difficult situations
	5

	Adapts communication
	4

	Tone appropriate
	5

	Active listening
	4

	Calm under pressure
	4

	Written communication
	4

	Non‑verbal communication
	4

	Comments

	Strong communicator with good presence. Could simplify explanations for newer staff.




	Person 4 – New Starter
	

	Question
	Rating

	Communicates clearly
	4

	Listens effectively
	3

	Instructions easy to understand
	3

	Professional in difficult situations
	4

	Adapts communication
	3

	Tone appropriate
	4

	Active listening
	3

	Calm under pressure
	4

	Written communication
	4

	Non‑verbal communication
	3

	Comments

	Approachable and supportive. Sometimes moves too quickly through explanations. More checking for understanding would help.
















[bookmark: _Toc231147994]Appendix C: Personal Gap Analysis  
	Area
	Current Level
	Required Ability 
	Gap
	Actions to Close the Gap (Future Development)

	Clarity of communication
	Clear during incidents; strong verbal explanations; professional tone.
	Consistently clear communication across all situations, including written updates and handovers.
	Written communication sometimes lacks detail; explanations can be rushed.
	Slow down explanations; use structured written updates; apply Shannon & Weaver by reducing “noise” (pressure, assumptions).

	Active listening
	Calm under pressure; good at summarising key points in structured meetings.
	High‑quality listening during fast‑paced operational tasks and conflict situations.
	Feedback shows I sometimes respond too quickly and don’t always check understanding.
	Pause before responding; use reflective listening; ask clarifying questions.

	Adaptability of communication
	Confident with experienced colleagues; strong presence with leadership.
	Ability to tailor communication to new starters, field teams, and control room staff.

	Assumptions about others’ technical knowledge; pace too fast for new staff.

	Adjust language level; check understanding; provide step‑by‑step guidance when needed.

	Written communication
	Clear when time allows; structured when preparing planned updates.
	Accurate, detailed, timely written communication during incidents and handovers.
	Some updates lack detail during busy periods.
	Use templates; apply “receiver‑focused” writing from Shannon & Weaver; double‑check clarity.





[bookmark: _Toc231147995]Appendix D: Personal Development Plan (PDP)
	Development Objective
	Why This Matters
	Actions
	Success Measures
	Timeline

	Improve active listening and reduce rushed responses
	Feedback shows I sometimes respond too quickly and don’t always check understanding.
	Pause before responding. Use reflective listening.
Ask clarifying
questions.

	• Minimum 80% of colleagues report improved listening in follow‑up questionnaire
• Reduction in repeated instructions during shifts
• At least 3 examples logged where reflective listening prevented misunderstanding

	12-18 weeks.

6-monthly follow-up questionnaire

	Adapt communication for newer staff and non‑technical colleagues
	New starters found explanations fast‑paced; assumptions about technical knowledge.
	• Slow down explanations
• Use simpler language
• Check understanding

	• New starters report increased clarity in informal feedback
• Fewer clarification requests during training tasks
• Positive comments from a new colleague in next feedback cycle

	12-18 weeks

6-monthly follow-up questionnaire



	Strengthen written communication during busy operational periods
	Written updates sometimes lacked detail during high‑pressure events.
	• Use structured templates
• Re‑read messages
• Apply receiver‑focused writing

	• 100% of incident logs meet required detail level
• Zero follow‑up queries on unclear updates for one month
• Team leader confirms improvement in written clarity

	8 weeks

	Reduce communication “noise” using Shannon & Weaver model
	Pressure, assumptions and speed can distort messages.
	• Identify noise sources
• Slow pace
• Confirm key points

	• Fewer miscommunications recorded in shift logs
• Clearer handovers evidenced by reduced follow‑up calls
• Colleagues report improved clarity in next questionnaire

	Ongoing
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Activity Herzberg's Two-Factor Theory.
B Think about employees in your workplace. Overview
B Herzberg (1959) developed the Two-Factor Theory to explain what causes job
H Which level of Maslow's hierarchy do you think motivates them most? satisfaction and dissafisfaction in the workplace.

Tovel of Need
3 Reflection Question

Hygiene Factors.

Giving examples, | Hygion factor
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B Leadership Qualifications | ILM Leadership & Management
N ‘Sponsored. Study L eadership & Management Courses Online - ILM Level 2, 3
: &5. Leam At Your Own Pace. Leam Leadership & Management 100%
: ‘Theory X' ‘Theory Y’ Personalised Support. ILM Accredited Courses
B McGregor's Theory X and Theory Y =} « explain Theory X and Theory Y

+ apply the theory to your workplace

7 Overview « explain how management style affects motivation and performance \ ‘ ’ /4
Douglas McGregor (1960) proposed that managers' assumptions about employees

b influence how they manage and communicate with staff. management

] He suggested two contrasting management perspectives known as Theory X and Theory staff
Y

b Theory X Theory X - authortaran, Tt

| repressve sy, Tight contol Theory Y- beating end developmertal

o Theory X assumes that employees: o deveopment. Produces ‘Conro, achiovement and continuous
« dislike work i, depress e improverent chicucd by enabing,

- avoid responsibility
+ require supervision

- must be directed to complete tasks

: Managers who follow Theory X often use strict supervision and detailed instructions.
B Communication in these environments is typically top-down, where managers give
- instructions and employees follow them

-] management
Theory Y

| Theory Y assumes that employees:

- are capable of self-direction

« enjoy responsibility

+ are motivated to contribute to organisational goals

E  can be creative and innovative

Managers who follow Theory Y encourage participation, teamwork and open
B communication

l emporveing and ging responsBiLy.

McGregor Theory of Xand Y

Related searches -
Workplace Example

In some organisations managers closely monitor employees and make most decisions. ! - SN Tk
] themselves. This reflects Theory X assumptions. S Theory” i

In other organisations employees are encouraged to contribute ideas and take 3 - 4 EMPLOVEEMOTIVATION
M responsibility for tasks. This reflects Theory Y thinking Taleem: Theory X and McGregor's Theory X and Theory Y.

These different approaches influence communication, motivation and workplace culture. Theory Y. McGregor X and Y. Theory. A Visual Representation of Theory. —
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Activity Wnat s Mcaregor's Theory X and P — e cGrege 24
s Which management approach best describes your workplace?
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Self-actualization

desire to become the most that one can be
Esteem

respect, self-esteem, status, recogition, strength, freedom
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