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[bookmark: _1ci93xb][bookmark: _Toc2051990243]Section 1: Communication
 
Communication comes from the Latin word common. It is when a person sends a message through words, symbols language or gestures. By doing this you are sharing information an idea or an attitude. Communication is based on the sender and the receiver. (Schramm,2001) states that to communicate we are trying to establish a “commonness” with someone. Through finding a common ground we tend to see better communication as the message and receiver are in tune with one another. To contribute to this, there are three main elements of communication that play a vital role between the sender and receiver, they are vocal, visual, verbal. (Mehrabian,1971) study suggests that visual communication is mostly used by both sender and receiver with 55% using visual communication while voice and tone comes in at 38%. A key point to consider as human beings the brain deciphers image elements simultaneously, while language is decoded in a linear so therefore takes a lot more time to process (Parkinson,2012). 

· [bookmark: _3whwml4][bookmark: _Toc1128668865]1.1 Explain the relevance of the communication cycle for effective communication in management 

Berlo communication model (1960) [image: ]
The Berlo model includes four components, the sender, message, channel, and receiver This model shows that communication is a transfer of information. Bigger companies would tend to use this to get a message across to their employees. In my workplace at Roderick dental, which is a cooperate company, we have weekly bulletins sent through via email telling us about any changes within the company or what has gone on in different practices. If there is a new CEO or a new head of compliance, this fits well within the communication Berlo model, as it gives the employees up to date information. On the other hand, not all employees would look at their emails, so I do not think its beneficial for the company to follow the Berlo model as it lacks the personal interaction or communication you need as an employee not to feel that you are just a number. Although the language is formal, and the message clearly structured through the professionalism of the email to the sender it is not catered to the individual. 
The Osgood – Schramm communication model (1955)    [image: ]

The Osgood Schramm model contains feedback in the process of communication where Berlo model does not. The model has two ways of communication which go back and forth between the sender and receiver, whereas Berlo model is about getting information across. Within a healthcare Environment this is seen to be the better model e.g. - Consent for a patient to consent to treatment they need to have an understanding and some knowledge on what you are going to do for them. Feedback is important to show they have understood the message from the sender which can be anyone in the dental team. It is about being interactive when communicating with a patient. (GDC-2013) states “you should find out what your patients want to know as well as what you think they need to know” this is why Osgood Schramm model works effectively within my own work setting. If the receiver the patient did not understand what treatment they were having, but expressed they did through body language or facial expressions from nodding their head but then looking confused, as a professional you would then further discuss treatment more in depth by visual aids diagrams and pictures. Therefore, the communication cycle would require more feedback until understood. If we did not use the Osgood cycle when regarding patient care, communication breakdown would occur and have significant consequences from the patient, by Sueing the dentist from lack of understanding to consent which all comes down to how the sender and receiver can communicate effectively.
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[bookmark: _qsh70q][bookmark: _Toc1608691314]1.2 Explain, with examples, the importance of selecting an appropriate tone, language, and level of formality in management communications       

 A Tone is how we use our voice when communicating, there are variety of different tones we can use in the workplace depending on a certain situation or setting you are in. A few examples of a tone could be directive tone, formal, friendly, assertive.  We most commonly use these within the workplace. “A tone can say many things it can also reflect the relationship between communicators, the domain in which communication is being held.” (Verma,2023). 
Language is how we speak to one another whether that be speech, writing or gesture. It is one of the tools we use to communicate as human beings. The most common language is English although there can be variations depending on what culture, traditions, and regions you are from. (Rao 2019) states that English language has many common qualities so therefore it has been accepted as the global language. 
Formality is used in a professional setting where information is official within organizations, where organizations will use official uses of channels of information. (Gomez et al 2017) describes formal communication as a goal oriented. The function of being formal is addressed to the workplace and not the individual itself, the individual is for fulling a role in the company; formality is one of those roles, whether that be written or verbal communication to the receiver.

	Written Communication
	Verbal Communication

	E-mails 
	Formal meetings

	Policies 
	1:1 meeting 

	Blog/ Social media 
	Team meetings



Written communication is mostly used within formal language, it should have a clear layout of information. When we look at Emails, policies and social media posts, there is a commonness within them all to use plain language and simple words; therefore, everyone can understand the message that the sender is sender and for the receiver to retrieve the information. The main aim for written communication is about getting the message across. By doing so people can gain knowledge from this, to decide on a situation that has taken place in workplace. To act from what the written communication has said to guide the receiver in making choices. For example, in my workplace we have many policies and procedures that we regularly must follow we can find these on our online hub. This then guides me and makes me take an action on what I need to do in my profession. Policies can vary from Health safety, Cross infection, Radiography, Complaints procedure. Informative tone is seen throughout written communication. (Malyuga et al 2016) explains that many experts refer to written communication as “the algebra of communication” as it can be sometimes complicated depending on the language used and the skills of a person. This is why formality and tone are extremely important in the work environment. Looking at Verbal communication, firstly formal meetings should have an agenda what is being discussed it is all about interaction and feedback with one another. The language should be formal and respectful to each other. The aim of formal meetings is to have an outcome on the topic discussed. The tone needs to be assertive direct and professional. Team meetings on the other hand have formal and informal attributes about them. In my workplace we have practice meetings once a month where there is an agenda which comes under formal communication. Although everyone does have an opinion and sometimes things may go of topic such as talking about personal life. The tone of a meeting is set to be more friendly; By setting a friendly tone myself and colleagues feel at ease to speak on the issues raised or to bring up new areas of concern. The meeting will be recorded and have a minute taker, this indicates the formality of team meetings both verbal and written. 1:1 meeting is set to have a clear structure and noticeably clear serious tone. It is about having feedback from your manager and for improvement to fix a problem. While creating a safe space for you to discuss any issues or concerns you think need expressing to the manger. Where trusting relationships can form. 





[bookmark: _1pxezwc][bookmark: _Toc765469051]1.3 Assess the effectiveness of a range of verbal and written communication methods within your area of the organisation

In my workplace setting verbal and written communication works well when both sender and receiver and understands the message. However, this does not happen all the time. The communication method that works well are practice meetings. Practice meetings are scheduled once a month in the diary which the whole dental team will know about. The effectiveness of the way communication is handled during the meetings by the Practice manger and fellow colleagues, from tone and language is seen to be friendly welcoming environment. Views and opinions are expressed and acknowledged by others body language and verbal cues. It is relaxed atmosphere, as a team we tend to eat lunch and discuss what is going on within the practice. Making the meetings informal and formal with a minute taker, therefore gives us a written copy on all that is spoken. The team members that are not present that day can also see what has been discussed, which means no one is left out of the communication cycle. Negative factor which I found that effectiveness does not work so well is Emails and text messages. The practice Manger can be very blunt when texting or emailing me and fellow colleagues back. I would feel that she would not be happy with me or cannot be bothered what my concern is on a certain matter. This stems from the language that is used by one-word answers such as “ok.” This then leaves me in negative thinking frame of my mind. I would not go to my practice manger if another problem occurred which then could lead to things not being addressed which could have a negative factor on the business and the whole team.

[bookmark: _49x2ik5]




[bookmark: _2p2csry][bookmark: _Toc1963102708]Section 2: Motivation

Motivation is why a person does something it is about a person wants and needs. There are three major motivator dimensions they are needs, values and goals. This can be spilt up into intrinsic motivators, meaning it is what an individual likes to do and makes the person happy; while extrinsic motivators can be something you benefit from e.g. pay rise or qualification. According to (Ganta,2014) “Motivation results from the interaction of both conscious and unconscious factors such as the intensity of a desire or need, incentive reward or goal, and the expectations of the individual and of his and her peers.” If an individual would feel unmotivated in the workplace this can influence the entire team. Inadequate quality of work can be shown which can have negative effect on the business and even their reputation. “In order to prevent demotivation a workplace must fulfil an employee's needs.” (Robbins et al 2013). 

[bookmark: _147n2zr][bookmark: _Toc300489118]2.1 Evaluate theories of motivation relevant to your workplace

(Maslow 1954) This theory is broken down into a five-tier model which starts from an individual's 1 physiological, 2. safety, 3. belonging love and needs, 4. Esteem 5. self-actualization.  The first four levels of this theory are mostly known as deficiency needs whereas the top level is known as growth or being needs. Since the pandemic we have seen an increase on the cost of living but not an increase in pay. I have experienced this in my workplace which makes me feel unmotivated in my career as a dental nurse on the other hand it has pushed me to grow to develop and progress into a better paid job as a practice Manger therefore, I am seen to fluctuate between the Maslow pyramid hierarchy of needs. In the 1970s Maslow did expand on his model and included into the pyramid Cognitive, aesthetic and transcendence this is seen to fall under the category of growth within the hierarchy. 
(Hertzberg 1964) This theory is based on a two-factor theory which consists of Motivating factors and Hygiene Factors. Below is a table that shows us what comes under these two factors. While building a happy work environment (Hertzberg 1964) suggests motivation will increase in the working environment.  In my job role if the surgeries are not in good working condition, how can we as nurses perform to our best capability. We cannot, this is feeling of being dissatisfied and comes with a dread of working in a particular surgery. Mangers need to see this and recognise working environment is important in keeping your staff satisfied and happy, this shows us that hygiene needs must be met before motivation occurs. Although the theory focuses on both satisfaction and dissatisfaction within the workplace. It is not focused on an individual as no person is the same, where Maslow theory looks at each individual needs and is more personal which Hertzberg theory does not.
	Hygiene factors
	Motivation factor 

	Relationship with peers 
	Achievement 

	Salary
	The work itself 

	Status 
	Recognition

	Working conditions
	Job Advancement Opportunities 

	Physical workspace
	Growth Opportunities 

	Company policies
	

	Security 
	





(McClelland 1960) This theory is based on business leaders and management and how the theory has three main motivators which are achievement, affiliation, and power. The theory is developed and sourced by Maslow's theory and looks at a more in-depth detail at motivation from an employee, rather than Maslow's theory is based on motivation as a human species. It is different to Maslow's theory as this theory is based more on a job role not a human wants and needs. The theory tends to link with Mc Gregor theory as they both talk about management.

(Mc Gregor 1960) The theory is made of two factors called the theory X and the theory Y which contains Mangers to fall under two styles of Management. Theory X is seen to be an authoritarian style approach whereas Theory Y is Participative style of management. Mangers within both theories need to assess what motivates their employee's. When they find out what drives that certain individual can see what type of management approach they need for their employees. In my workplace Theory Y is mostly used we have open communication and trust between myself, manger and fellow colleague's. Collaborating on ideas, the manger is encouraging for nurses to extend their duties. Your job role is meaningful, and you are seen to be more valued by a manger. You can self-motivate take ownership in your work such as being responsible for your own surgery or upcoming exams to extend dental nurse extra duties. While theory X is seen to be somewhat of a robotic approach to managing employees, when individual needs to be supervised every step in their job role comes with a certain demotivation overall and co insides with trusting relationship. Theory X suggests there is no trust there between a manager and an employee.





[bookmark: _3o7alnk][bookmark: _Toc1752077536]2.2 Evaluate the principal factors that may affect performance and motivation in the workplace

The most basic principles that affect performance and motivation in the workplace are 
1 – Sense of belonging – If we did not belong to a team we would as human beings feel isolated. 
2 – Rewards Recognition – Being shown this you would feel valued in the workplace. 
3 – Worklife balance – Having a Worklife balance indicates less stress focusing on good self-care and well-being.
4 – Work environment – Having a good working environment means that things run smoothly and effectively for everyone.
5- Financial benefits – Higher motivation, morale, and better productivity
6 – Relation with peers – Having good relationships with our peers allows us to gain trust and have better interpersonal relationships. 
Each principle will affect an individual in separate way as a manager you need to know what principle your employee falls under. Motivation is key to have a successful business, it gives your employees the strive and compassion to succeed in the company by giving them the factors and needs that they desire as seen from the list above.If any of these principles were effected by conflict in the workplace, then this would increase demotivation, negativity within working envoiroment, breakdown on realtionships. From  these factors the buisness would then suffer. Conflict leads to stress and anxitey (Spector et al 2007) stated that interpersonal conflict has a serious effect on an employee health and well being: it has been shown to link to depression negative and emotinal states. 
Resolving conflict as a manager you would need to address the issue with staff members. Clarify on what the issue is between both parties. Then allow who ever involved to talk to one another in a safe environment, away from other staff members. A Manager should then identify a solution, which everyone agrees on. From this you would monitor and follow up to see if the conflict has been resolved or not. (Madalina 2016) says “conflict management is planning measures to avoid conflict when possible and taken rapid and effective measures when it is made.” Managers should reinforce their strategies for dealing with conflict such as being empathetic and non-judgemental, listening, focusing on employees' feelings, choosing wisely the tone language they which to speak on. Setting time limits on the resolution and respecting their team member's space.
[bookmark: _23ckvvd][bookmark: _ihv636][bookmark: _Toc1738713603][bookmark: _32hioqz]2.3 Select a theory of motivation - apply it to your workplace – evaluate the impact
 When applying McGregory theory to my workplace indicates to me as new members of staff join the team Theory X needs to be applied trainee dental nurses would need to be supervised and guided in the workplace. This is why I think theory X is good for new starters, although for long standing members of the team Theory X could be quite demotivate and undermining.  Dental nurses who have nursed for many years in my workplace have a theory Y approach with the manager, they have built collaborative trusting relationship where you do not need to be guided or told what to do. Completing tasks on a regular basis and having constant informal communication with the practice manager.

[bookmark: _Toc1460394282]2.4 Develop appropriate criteria to evaluate own ability to communicate effectively

I have decided to undertake a questionnaire in my workplace on communication skills which I feel are important to be a good manager within Dental practice.  I have chosen to hand them out to all my colleagues, and for them to be anonyms. My collegeues will give me true accuracy on myself in how I communicate in my workplace setting. I have chosen how being a good listener as a manager is cruical as you are building trust between yourself and a colleague. By listening to members of the team they are feeling understood and will therefore open up to you and share their thought and feelings.Research suggested by (Hafner et al 2023) that managers who listen promote job satisfaction, loyallty and performance. The other key areas I think are important is being Confident, approacable, directness and empathy. I came up with these conculisons  from my own personal opinion being in the buisness of dentistiry and watching and seeing how many practice mangaers work  throughout my 12 years experince. 

[bookmark: _Toc1530848534]Prepare development plans for yourself and another person
[bookmark: _Toc145004566]2.5 Collect and analyse feedback on own verbal and written communication skills
                                                               
See below is sample template of a Questionnaire produced by myself. Refer to Appendix 1 for Questionnaires. I asked five work colleagues to rate me out of 1 to 5 in the areas of communication I think are important to be practice manger. My findings from the questionnaire suggested that mostly I am particularly good in communicating effectively with team members. Confidence although was not ranked the highest and this is true reflection on myself. As I would not be confident in a manager's position and current state as I lack experience. The Questionnaire could have been alerted slightly instead of my team members thinking about my communication in my current job role as a dental nurse, I wonder would they have ranked me less as a practice manager if the Questionnaire was retaken again by the same people. However, I am pleased my colleagues' opinions of my communication in these five categories are high as they are amazing attributes to have in communication when in a higher position as a manager.

 Questionnaire
	Criteria 
	Score 
	Feedback

	Good listener 
	
	

	Confident 
	
	

	Approachable 
	
	

	Directness
	
	

	Empathy 
	
	



[bookmark: _Toc1464493061]2.6 Evaluate own communication skills as a manager, identifying strengths and areas for improvement……then Produce a PDP to address these

Strengths - I am particularly good at being approachable and friendly within my work environment to staff and patients, I have a lot of empathy towards everyone certain situations. I tend to want to resolve a problem that has occurred.  I can be direct in the task at hand which keeps others and myself focused on jobs that need to be completed in work. 
Weakness - My weakness is not being confident in a manager's position, as I feel I do not have the amount of knowledge or experience as other managers do.
Opportunities – In the workplace moving forward, I have discussed with the current practice manager if I can shadow her more to gain the knowledge I need. The days she is on annual leave that I will be step in as cover manager to gain experience and confidence.
Threats - Home life is seen to be a threat as for now I have young children, therefore makes it harder for me to work full time to shadow the current Manager. The manager may want to look at other individuals to develop as I cannot be in the dental practice full time. 
To move forward I can work more fulltime hours after the summer holidays which means I can do more training on being a practice manager, having a more hands on approach. By September I will have completed by first year on Applied leadership and management which will have given me more confidence in the role as practice manager.

Personal Development Plan
	What do I want to learn?
	What do I have to do?
	What support and resources will I need?
	How will I measure success?
	Target Date for Review

	
Confidence in Manger position 


	Be active in the job role 
Leave your comfort zone 
Confident body language 
	Mentor 
Manager 
Courses 
	360 Questionnaire 
	6 months

	
Directness 

	Communicate expectations more clearly 
	Dentist 
Patients 
Colleagues 
	Feedback Questionnaire 
From colleagues 
	3months

	

Good listener 

	Stay focused 
Do not interrupt 
	Colleagues 
Friends 
Family 
	Feedback Questionnaire 
	3 months 




Personal Objectives

	Short Term Goals (next 12 months)

	
To pass the first year of Applied Leadership and Management course 
To improve communication skills as a manager 

	Medium Term Goals (2-3 years)

	
To be a practice Manager 


	Long Term Goals (3-5 years)

	
To manage more than one practice 
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Appendix 1 
Colleague 1
	Criteria 
	Score 1-5
	Feedback

	Good listener
	5
	Kate always listens attentively and is good with teamwork/ request and instructions.

	Confident 
	5
	Kate is confident and experienced at work which helps the dentist and patient feel at ease.

	Approachable 
	5
	Kate is sociable never isolates or avoids discussions or being asked for help.

	Directness 
	5
	Kate is efficient and is helpful with patients explaining things.

	Empathy 
	5
	Display good relatable empathy




Colleague 2
	Criteria 
	Score 1-5
	Feedback

	Good listener
	5 
	Understands instruction and caries out tasks when asked.

	Confident 
	4
	Needs to think about how and why she needs to utilize her skills more.

	Approachable 
	5
	Always willing to listen

	Directness 
	5
	Kate has no difficulty in asking for what she wants or communicating how to do something.

	Empathy
	5
	Kate is very understanding of people's needs.



Colleague 3
	Criteria 
	Score 
	Feedback

	Good listener 
	5
	Kate is always a good listener and resolves the patient needs

	Confident
	5
	Kate is very capable nurse and confidently explains things to patients.

	Approachable
	5
	Kate is very approachable and is a good team player.

	Directness 
	5
	Kate is happy to express her opinions when needed, but without being overbearing.

	Empathy
	5
	Kate can put patients at ease and her team.



Colleague 4 
	Criteria 
	Score
	Feedback

	Good listener 
	5
	Listens to myself and patients always feel heard and willing best advice.

	Confident 
	5
	Has equipment out before even asked for it. Always ahead confident and on it.

	Approachable 
	5
	Always been able to approach Kate. Has a lot of patience 

	Directness
	5
	Kate will always communicate what one needs. Reads a situation and is honest.

	Empathy 
	5
	Patients always reassured by Kate supportive during difficult treatments.



Colleague 5 
	Criteria
	Score
	Feedback

	Good listener
	5
	Kate is an incredibly good listener, pays attention and is an appreciative listener.

	Confident 
	5
	I find Kate to be a noticeably confident person in herself and her role as a dental nurse. She is assured and confident in her abilities

	Approachable 
	5
	Kate is very pleasant friendly person. I find her welcoming.

	Directness 
	5
	I find Kate can be very sincere and honest person. She is straightforward and an open person.

	Empathy
	5
	Kate has empathy and very compassionate she is very loving and gentle.
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