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Executive Summary




Strong management relies on clear, purposeful communication to align teams, delegate tasks, and ensure accountability. Central to this is the communication cycle – a model outlining how messages are sent, interpreted, and responded to. Managers who understand components such as encoding, decoding, feedback and noise can better navigate complex interactions. Models like Shannon-Weaver and Berlo’s SMCR provide valuable insights into both technical and human elements of communication. In dynamic, digital workplaces, adapting style, tone, and medium to suit the audience is essential. Applying motivation theories and communication strategies tailored to employee roles can significantly improve engagement, performance, and organizational outcomes.


















1.       Introduction

Effective communication is the cornerstone of successful management, underpinning everything from task delegation to team alignment. At the heart of this process lies the communication cycle – a model that captures how messages are constructed, transmitted, interpreted, and responded to. Understanding this cycle is essential for managers seeking to foster clarity, collaboration, and accountability within teams (Clampitt, 2016). The cycle includes key stages: sender, message, encoding, channel, decoding, feedback, and noise, each of which can influence the outcome of an interaction (West et al., 2018). Feedback loops, in particular, play a vital role in refining understanding and ensuring mutual clarity – a hallmark of emotionally intelligent leadership (Goleman et al., 2013).
The significance of communication models such as Shannon-Weaver's and Berlo’s SMCR further deepens managerial insight. These frameworks highlight both technical and human variables that impact communication success (Shannon, 2001; Berlo, 1960). In today’s digital, multicultural, and often remote workplace environments, adapting communication techniques to audience, medium, and context is more important than ever (Blau et al., 2017). Whether through formal written messages or informal verbal exchanges, communication must be deliberate and audience-specific to motivate, engage, and lead effectively. Thus, mastering the communication cycle equips managers to navigate complexity and drive performance in dynamic organizational settings.


2.       The Communication Cycle and Its Relevance in Management

The communication cycle is a foundational model that outlines the process by which information is transmitted and understood between individuals, playing a pivotal role in managerial communication. The cycle consists of key components: 
· A sender, who initiates the message;
· The message itself;
· Encoding, where thoughts are translated into symbols or language;
· The chosen communication channel (e.g. email, face to face);
· Decoding, where the receiver interprets the message;
· Feedback, the receiver’s response indicating understanding.
Noise – any disruption or misunderstanding – can interfere at any stage (West et al., 2018). Effective communication within this cycle is essential for managers to convey strategic intent, delegate tasks, and foster collaborative environments (Clampitt, 2016). The clarity and completeness of encoding, the suitability of the channel, and the accuracy of decoding all impact whether communication is successful or leads to confusion and disengagement. 
In managerial contexts, the communication cycle enhances transparency, reduces errors, and supports decision-making. Managers who understand and apply this cycle are more likely to build trust and align teams with organizational objectives. Furthermore, feedback loops are crucial, allowing managers to assess message effectiveness and adapt accordingly – a key aspect of emotional intelligence and responsive leadership (Goleman et al., 2013). In modern business environments marked by globalization, remote teams, and digital communication tools, the communication cycle remains highly relevant. While technology has diversified channels, the basic principles of sender – receiver dynamics and feedback remain unchanged. Therefore, understanding this model equips managers to navigate complex, fast paced communication landscapes more effectively. 


3.       Communication Models: Analysis and Evaluation

·       Shannon-Weaver Model

The Shannon – Weaver Model, developed in 1949, is often regarded as the foundational framework in communication theory. It conceptualizes communication as a linear process involving a sender, encoder, channel, decoder, and receiver, with “noise” as any interference that distorts the message (Shannon, 2001). Although originally designed for technical communication, its application to human interaction highlights key barriers that can hinder managerial communication. For instance, poor encoding (such as unclear language) or channel noise (such as digital misinterpretation) can result in misunderstandings in organizational contexts. [image: ]

·        Berlo’s SMCR Model

Berlo’s SMCR model (Source or Sender, Message, Channel, Receiver), introduced in 1960, emphasises the psychological and social aspects of communication. Unlike the Shannon – Weaver model, Berlo focuses on the complexities of each component: the source’s communication skills, attitude, knowledge, and sociocultural context, all influence message transmission and reception (Berlo, 1960). This model is particularly relevant in management, where leaders must tailor communication to audience needs, emotional context, and cultural sensitivities. For example, a manager’s ability to communicate effectively with diverse teams depends not just on message clarity but on mutual understanding shaped by shared experiences and cultural awareness.[image: ]


·       Comparison of Models

While both models provide structured insights, they differ in scope and application. The Shannon – Weaver model is mechanistic, focusing on signal transmission and identifying potential barriers like noise; in contrast, Berlo’s model incorporates human variables such as perception and attitudes, making it more suitable for interpersonal and managerial communication (Griffin, et. al, 2019). Both models are relevant today: Shannon-Weaver is ideal for analysing communication failures in digital systems, while Berlo’s model supports adaptive communication strategies in leadership. However, a key limitation of both models is their linearity: modern communication is often dynamic and recursive, with feedback loops and multiple senders and receivers. Thus, while foundational, these models should be supplemented with more interactive theories for complex organizational settings.

4.       Understanding and Applying Communication Techniques for Different Workplace Audiences 

Effective management communication requires careful selection of tone, language, formality, structure, content and communication modes to suit diverse audiences and contexts. Applying theories like Motivating Language Theory (MLT) and Media Richness Theory (MRT) can enhance communication effectiveness (Blau, et. al., 2017).
Formality: Formal communication is appropriate in hierarchical settings or when addressing external stakeholders, as it conveys professionalism and respect. For instance, using formal salutations and structures formats in official reports reinforces credibility. Conversely, informal communication can foster closeness among peers but may undermine authority if used inappropriately (Linos, et. al., 2023). Research indicates that informality can increase perceived benevolence but decrease perceived ability in professional contexts, especially when it violates expectations (Schwabe, et. al., 2025).
Language: Tailoring language to the audience is crucial. MLT suggests using direction – giving language to clarify tasks, empathic language to build relationships, and meaning – making language to convey organizational values (Sullivan, 1988). For example, a manager might say “Please complete the report by Friday” - direction-giving, “I understand this project is challenging” - empathic, and “This aligns with our commitment to customer obsession” - meaning-making. 
Structure: Organizing content to match audience expectations enhances comprehension. Executives may prefer concise summaries with key takeaways, while technical teams might require detailed explanations. Adjusting the structure ensures that the message resonates with the intended audience.
Content: Selecting relevant content based on the audience’s needs and interests is vital. For instance, when communicating with clients, focusing on benefits and outcomes is effective, whereas internal teams may need detailed process information.
Tone: The tone should reflect the relationship and context. A respectful and positive tone fosters trust and engagement. For example, using encouraging language during performance reviews can motivate employees (Moran, 2016).
Communication Modes: Choosing the appropriate medium is essential. MRT posits that richer media, like face-to-face meetings are better for complex or sensitive messages, while leaner media, like emails, suffice for straightforward information (Blau, et. al., 2017). For example, delivering critical feedback is more effective in person, allowing for immediate clarification and emotional cues.



5.       Verbal and Written Communication in the Workplace

Clear and well – structured interaction across all levels of the organisation is critical to operational success, and the local Amazon warehouse employs a variety of verbal and written methods to ensure efficient communication and employee engagement. Evaluating these communication forms reveals their respective strengths and areas of improvement. 
·       Verbal Communication Methods
The warehouse utilises several verbal communication strategies, including start – of – shift briefs, quarterly all – team meetings, daily manager meetings, phone conferences, and daily verbal feedback. 
Advantages: 
· Immediate feedback: Verbal interactions allow for real – time clarification, reducing misunderstandings and facilitating swift decision-making.
· Personal Connection: Face to face or voice interactions can build rapport and trust among team members.
Disadvantages:
· Lack of record: Without documentation, verbal communication can lead to discrepancies in information retention. 
· Inconsistency: Messages may vary between different sessions, leading to potential confusion.

·       Written Communication
Written communications at the warehouse include emails, weekly briefs, site updates, ACID screens, posters, washroom ‘inStallments’, PMVs, scanner messages, and workplace – specific messaging platforms (e.g. Slack).
Advantages:
· Permanent Record: Written documents serve as a lasting reference, essential for accountability and future audits.
· Clarity and Precision: Well – crafted written messages can convey complex information clearly, reducing the risk of misinterpretation.
Disadvantages:
· Delayed Feedback: Unlike verbal communication, written messages do not allow for immediate clarification.
· Potential Overload: An excess of written communications can cause important messages to be missed or ignored.
Both verbal and written communication methods present distinct benefits and limitations. By aligning the use of each method with specific contexts – verbal for interactive dialogue and written for clarity and record keeping – the Amazon warehouse can further improve operational communication. Ongoing training and structured feedback mechanisms can support this integration, ensuring communication remains effective and aligned with the company’s goals.


6.      Theories of Motivation in the Workplace

·       What is Motivation?
Motivation is a fundamental psychological construct that drives individuals to initiate, sustain, and direct goal – oriented behaviours. In organizational settings, understanding motivation is pivotal for enhancing employee performance, satisfaction, and overall productivity. In the local Amazon warehouse, various motivational theories can be applied to comprehend the diverse motivational drivers across different employee tiers.

·       Intrinsic and Extrinsic Motivation
Motivation is often categorised intro intrinsic and extrinsic types. Intrinsic motivation refers to engaging in activities for their inherent satisfaction, such as personal growth or fulfilment. For instance, a manager may find intrinsic motivation in leading a successful team project. Extrinsic motivation, conversely, involves performing tasks to obtain external rewards or avoid punishments, such as monetary bonuses or disciplinary actions. An associate might be extrinsically motivated to increase productivity to receive a performance bonus.

·       Theories of Motivation

Several theories offer insights into employee motivation:
· Maslow’s Hierarchy of Needs: This theory posits that individuals have five levels of needs: physiological, safety, love and belonging, esteem, and self-actualisation (Maslow, 1943). At the Amazon warehouse, Tier 1 associates may focus on fulfilling physiological and safety needs through stable income and safe working conditions. In contrast, higher-level employees might seek esteem and self-actualisation through career advancement and recognition.

· McClelland’s Theory of Needs: This theory identifies three primary motivators: achievement, affiliation, and power (Kurt, 2021a). Higher-level employees at Amazon may be driven by achievement (meeting targets), affiliation (team collaboration), and power (leadership roles).

· Herzberg’s Two-Factor Theory: Herzberg distinguishes between hygiene factors (such as salary and work conditions) and motivators (such as recognition and responsibility) (Nickerson, 2025). At Amazon, ensuring adequate hygiene factors can prevent dissatisfaction among tier 1 associates, while motivators can enhance job satisfaction for higher-level employees.

· McGregor’s Theory X and Theory Y: Theory X assumes employees are inherently lazy and require supervision, aligning with the management approach for tier 1 associates. Theory Y suggests employees are self-motivated and thrive on responsibility, applicable to higher-level staff who manage teams and projects (Kurt, 2021b).

Critically assessing these theories reveals that no single approach fits all scenarios. While Maslow’s theory provides a broad framework, it may not account for individual differences and the non-linear progression of needs; McClelland’s theory offers a more tailored approach but may overlook the importance of basic needs. Herzberg’s model emphasises job satisfaction but may not fully address motivational factors for all employee levels. McGregor’s theories highlight management styles but may oversimplify employee behaviours. 
Overall, applying a combination of these theories can provide a comprehensive understanding of motivation within the Amazon warehouse, enabling management to implement strategies that cater to the diverse needs of their workforce.


7.      Evaluating Factors Affecting Motivation and Performance within Amazon’s warehouse

A wide range of factors influence both motivation and performance in the workplace, and these can vary significantly based on individual needs, organizational culture, and job structure. At the local Amazon warehouse, where a large proportion of employees are tier 1 and tier 3 associates, motivation is primarily extrinsic and closely linked to compensation, benefits, and job security. According to Herzberg’s Two-Factor Theory, such extrinsic elements – hygiene factors – such as salary, medical insurance, and work conditions prevent dissatisfaction and are critical to maintaining baseline morale (Nickerson, 2025).
Amazon’s appeal as an employer for individuals with fewer formal qualifications lies in its competitive pay and comprehensive benefits, including medical, life, dental, accident, and critical illness insurance. Additionally, the flexibility of scheduling, opportunities for time off, and the absence of take-home work contribute positively to work-life balance – another crucial factor identified in motivational literature (Maslow, 1943). The company also implements periodic recognition schemes, giveaways, and contests, which align with McClelland’s need for achievement and affiliation, helping sustain engagement for those who seek more than just monetary incentives (Kurt, 2021a).
Furthermore, conflict or poor interpersonal dynamics can significantly impede motivation and performance. McGregor’s Theory X, which applies predominantly to tier 1 workers, suggests that without clear structure and supervision, performance may decline due to a perceived lack of internal motivation (Kurt, 2021b). However, opportunities for advancement – especially for those with educational qualifications – act as powerful motivators in line with Maslow’s self-actualization tier.



8.       Recommendations for Improvement

McGregor’s Theory X and Theory Y are clearly reflected in the management structure and motivational strategies within Amazon, with distinct application depending on the employee’s position in the hierarchy. For tier 1 associates, Theory X dominates. This is evident in the strict performance monitoring systems, time-tracked tasks, and routine verbal feedback they receive. While this approach ensures operational efficiency and high throughput, it often results in a rigid environment where employees either conform to repetitive tasks with little room for initiative or leave the organization altogether in search of more meaningful or flexible work. The impact is twofold: consistent short-term productivity is achieved, but at the expense of employee morale and long-term engagement (Schein, 2010).
At the higher levels – particularly from tier 5 and above – Theory Y is more pertinent. These employees are trusted with autonomy, decision-making responsibilities, and strategic influence. Motivation at this level stems more from intrinsic factors such as the desire for recognition, influence, and professional growth. Managers and senior staff often respond positively to this empowerment, showing high levels of initiative and long-term commitment to the organization. These contrasting applications of McGregor’s theories highlight the organization’s recognition that a one-size-fits-all approach to motivation is ineffective. 
However, the reliance on Theory X for most of the workforce may be limiting broader organizational potential. Even within highly structured environments, integrating elements of Theory Y – such as problem-solving input, recognition, or structured development pathways – could increase motivation and reduce turnover among lower-tier employees without sacrificing operational control. Other recommendations would be to implement employee suggestion schemes, provide clearer career progression opportunities and recognise individual efforts beyond performance targets.


9. Evaluating Personal Communication Skills

To evaluate one’s own ability to convey ideas and interact meaningfully, it is important to establish evidence-based criteria drawn from scholarly research. Clear articulation, active listening, appropriate non-verbal behaviour, empathy, and adaptability are all integral elements of strong interpersonal exchange. Chauhan et al. (2023) developed a validated checklist for assessing communication competencies in medical students, demonstrating the usefulness of structured tools in professional development (Chauhan et al., 2023).
Self-assessment instruments are valuable for highlighting both strengths and areas needing refinement. Research by Lundquist et al. (2013) revealed that students often underrate their own communication skills compared to faculty evaluations, promoting self-awareness through reflection (Lundquist et al.,2013).
Additionally, Fuller et al. (2023) emphasizes the significance of empathy in professional dialogue, advocating for evaluation frameworks that include emotional intelligence and adaptability (Fuller et al., 2023).
Integrating these academic insights into a tailored questionnaire enables individuals to systematically assess and improve their interpersonal abilities. Such a questionnaire has been included in the appendix of this report, and a PDP (professional development plan) has been created based on responses.


10. Conclusion

Strong managerial performance hinges on the ability to convey ideas clearly, motivate teams, and adapt communication styles to diverse organizational contexts (Clampitt, 2016). The communication cycle provides a valuable lens for understanding how messages are encoded, transmitted, interpreted, and acted upon, emphasizing the need for clarity, feedback, and emotional intelligence in managerial roles (West et al., 2018; Goleman et al., 2013). Additional models, including the Shannon-Weaver and Berlo’s SMRC frameworks, further underscore the impact of technical noise and human factors such as perception, attitudes, and cultural background (Shannon, 2001; Berlo, 1960).
Contemporary managers must also navigate a complex communication landscape shaped by digital tools, remote work, and diverse teams. Theories like Media Richness and Motivating Language offer practical strategies for selecting the right medium and tone to enhance understanding and connection (Blau et al., 2017; Sullivan, 1988). In operational environments such as Amazon’s warehouses, communication practices must be efficient and aligned with productivity demands, yet flexible enough to support motivation and well-being. This balance is especially evident in the varied use of management styles inspired by McGregor’s Theory X and Theory Y, depending on employee autonomy and task complexity (Kurt, 2021b).
Motivation remains closely linked to how messages are communicated. Theories from Maslow, Herzberg, McClelland, and McGregor all reinforce the value of meeting both psychological and practical employee needs (Maslow, 1943; Nickerson, 2025; Kurt, 2021a). Initiatives such as recognition schemes and career development opportunities – seen in organizations like Amazon – help fulfil these needs and build engagement. When communication is purposeful and grounded in motivational theory, managers are better equipped to lead with clarity, inspire performance, and strengthen organizational culture. 
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12. Self-Evaluation and PDP



As a team member, I contribute meaningfully through strong interpersonal skills, particularly in my ability to actively listen, demonstrate empathy, and adapt my language to suit different individuals and contexts. These strengths help create a collaborative and inclusive environment, allowing team members to feel heard and understood. My empathetic approach also helps to de-escalate tensions and build trust within the team. However, I recognise the need to improve how I verbally express my thoughts during face-to-face interactions. At times, I struggle to articulate ideas clearly on the spot, which may hinder my ability to lead or influence in live discussions. Additionally, I tend to speak impulsively, occasionally voicing thoughts before fully considering their impact. Feedback from my manager has reinforced these observations, suggesting that while I am a well-rounded communicator, I could benefit from reducing my reliance on digital communication and engaging more frequently in in-person dialogue. Enhancing my spontaneity and diplomacy in verbal communication will not only strengthen team dynamics but also prepare me for more leadership-oriented roles. Addressing these areas will require deliberate practice and reflection, which I am to achieve through structured development activities over the coming months.



The PDP below has been created with ideas inspired by Gök (2022):



	Objective
	Actions
	Deadline
	Success Criteria

	Improve face-to-face verbal expression
	Attend a public speaking or communication workshop (e.g., student residential)
	By end of summer (August)
	Demonstrate confidence and clarity in live team meetings

	Enhance diplomacy in real-time conversations
	Practice mindfulness techniques to pause before responding; seek feedback from colleagues after discussions
	Ongoing; review progress monthly
	Fewer instances of impulsive speech; positive peer feedback

	Reduce dependence on digital communication
	Initiate more in-person conversations with colleagues weekly
	Starting immediately; review by end of course
	Increased comfort and frequency of face-to-face interactions

	Reflect on communication growth
	Keep a weekly journal noting strengths, challenges, and insights from interactions
	Until end of year
	Clear evidence of progress and self-awareness in entries







































13. Annex

Questionnaire: Evaluating Communication Skills
Instructions:
Please rate the following statements based on your experience with the person being assessed, using the scale below:
1 = Strongly Disagree | 2 = Disagree | 3 = Neutral | 4 = Agree | 5 = Strongly Agree

Section 1: Verbal Communication

1. Speaks clearly and confidently in one-to-one conversations.

2. Explains ideas in a logical and easy-to-follow manner.

3. Uses appropriate tone and language for the audience.

4. Listens actively and responds appropriately.

Section 2: Non-Verbal Communication

5. Maintains appropriate eye contact.

6. Uses body language that supports the message being delivered.

7. Demonstrates attentiveness through facial expressions and gestures.

Section 3: Written Communication

8. Writes clearly and professionally.

9. Uses proper grammar, spelling, and punctuation.

10. Structures emails, reports, or messages logically and concisely.

Section 4: Digital Communication

11. Responds promptly and professionally to digital messages (e.g., email, chat).

12. Adapts digital tone and style appropriately depending on the platform and audience.

Section 5: Overall Communication Traits

13. Adjusts communication style to suit different individuals or groups.

14. Handles difficult conversations or feedback diplomatically.

15. Ensures understanding by asking for or providing clarification when needed.

Section 6: Open-Ended Questions

16. In your own words, what do you believe are this person's communication strengths?

Answer: 	______________________________________________________

___________________________________________________________
17. What areas do you think this person could improve in their communication?

Answer: 	______________________________________________________

___________________________________________________________
18. Can you share an example where this person demonstrated effective communication?

Answer: 	_____________________________________________________

__________________________________________________________
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