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INTRODUCTION
 This report looks at the various theories and models used in management communications. It will provide information on the principles of each different one, explaining the main findings along with workplace related examples. It also focuses on theories related to motivation, performance and conflict, giving information on how different ones work. It also covers a self-evaluation section, which compares workplace communications criteria with personal criteria so that a personal development plan can be put into action.


MANAGEMENT COMMUNICATIONS

THEORIES AND MODELS – Understanding the theories and models of workplace communications will provide insights on how good communication practices are established and maintained, they can guide strategies for enhancing communication across workplace environments.

The Uncertainty Reduction Theory, developed by Charles Berger and Richard Calabreses,(1975). It is broken down to 3 components, 1. Types of uncertainty, cognitive uncertainty – the doubts about a person’s beliefs, attitudes or the way they think, and behavioural uncertainty – how a person is going to react or what they will do in situations. 2. Information-seeking strategies, passive strategies – observing someone from a distance to see how they behave in their natural environment, active strategies – getting as much information about this person as possible from a third party, and interactive strategies – having a face to face conversations to ask questions and self-disclose. 3. Core Axioms, as verbal communication and nonverbal  warmth increases, the uncertainty should decrease this would allow good communications. 
This theory suggests that communication can be driven by a desire to reduce uncertainty about other especially in a work place setting when starting new employees or creating new project teams. For instance a manager can regular check-ins and ensure the new employees are given clear information and instructions about the role, this would reduce anxiety, and build a good working environment, on the negative side this theory neglects the  emotional realities of communication.
In a recent organisation change in work recently, myself and other colleagues were aware of the uncertainty which was associated with the process and outcomes of the change. Not knowing exactly how the change would affect us, whether we would have to undergo more training or even if we still had a job caused a lot of stress. It has been suggested that people have 2 fundamental needs in situations like this, predictive need – concerned with the ability to predict what is going to happen next and explanatory need – concerned with the ability to explain why things are as they are ( Berger, 1987).


 The Symbolic Interactionism theory suggest that communication is based and language and gestures to create meaning and understanding, this can be observed in the way the organisation is shaped by symbols and collective meanings. Employees can align with company values and practices when they understand how the symbols influence communication. If an employee is labelled as a highly potential leader their manager would give them high profile task and good feedback which enables the employee to grow in confidence and become a good performer, whereas if an employee is labelled unreliable due to an odd mistake or being too slow they may become emotional and stop trying. Communication breakdown can happen because the sender and receiver have different meanings to the same words or actions.
Bulmer, H. (1969). Symbolic interactionism: perspective and Methos, Herbert Blumer focused on the importance and meaning, language and symbols in the process of human social interaction.
[image: Ideal Types]photo taken from sociology guide
In my employment, we have uniforms and name badges that are instant symbols that allows customers to identify us and approach us for any help they may need. Using price tags and value labels represents and implicit social script symbolising that the shopper is clever and using loyalty cards reinforces the identity of belonging to a club and benefiting from an inside deal.


The Shannon-weaver model, Shannon, C. E., & Weaver, W. (1949), The Mathematical theory of communication,  outlines the process of transmitting information from the sender to the receiver. This model is sometimes used to identify breakdown in communication between sender and receiver, it improves clarity by reducing the level of noise, it ensures that messages are clearly transmitted without interruptions or distractions. 
The key components are:- (1)  the sender/information source – the manager who produces the message. (2) the encoder/transmitter – the way the message has been sent for example an email or spoken and body language. (3) channel – how its has been delivered either through a messaging app, in person or video call. (4) decoder/receiver – how the receiver translates this into meaning. (5) destination – how the team member takes in the information.
Recently in work our team manager sent out an email giving us new safety requirements, unfortunately he used words and phrases that some of us found unclear, this caused us to misunderstand what was needed from us for the new protocol. This type of semantic noise could have been minimized by simplifying the language used.



The Transaction model, Barnlund, D. C.,(1970). A transactional model of communication, sees communication as a process where messages are sent and received simultaneously between participants, it emphasizes the ongoing and interactive nature of communication, recognizing the influence of context and feedback, adopting this can improve team dynamics by acknowledging that communication is about building relationships and understanding as well as delivering of messages.
There are several crucial elements in effective communication, they include – clarity, ensuring that the message is straightforward and is understood this would prevent any confusion. Active listening, asking questions with the speaker which would show that you understand. Feedback, by listening to feedback from others and acting on it gives the opportunity for improvement. Empathy, considering emotions of others and adapting to a supportive environment. Adaptability, altering your communication ways for different circumstances and contexts, this would make interactions more effective.
In my workplace we use transactional communication by providing receipts which detail the items bought and prices paid as well as savings made and details of loyalty points earned.  The self-checkouts also have audio and visual instructions like please take your items, do you need a receipt, and age verification messages.

Verbal and non-verbal communication work together to give across a complete message. Verbal communication is the best tool for clearly explaining rules and instructions, it allows for immediate feedback allowing you to clarify any misunderstandings. Non-verbal communication are the way in which we express feelings and intentions by body language and tone of voice.
The impact that language has, depends on the tone and clarity,  a supportive tone using clear instructions will builds trust, whilst an aggressive tone using hard to understand jargon can cause misunderstanding and feeling out of depth.  Using structure in communication, for example using headings, paragraphs, bullet points and signposting improves how things are read and make sure that they are easy to follow. Formal communication is better used when using official documents or addressing seniors or clients, it should have precise grammar and sentencing, while informal communication can be used between work colleagues and team chats.
Communications barriers can cause misunderstandings in the workplace,  there are several types:- (1) physical barrier which could include distance, poor lighting or screens, to overcome these barriers it would be advisable to move to a quieter location which has minimum external distractions. (2) language for example jargon or slang words, to eliminate this it would be helpful to use simple straightforward words. (3) cultural barriers for example different values and behaviour can be avoided by being aware of different cultures and asking questions while listening to other people. It would be good practice to make sure everyone has understood the message maybe by asking if it made sense, this would give people the opportunity to give feedback and ask any questions they may have.
In my workplace we are going through major changes in our department, we were all asked to attend an informal chat by the manager so that he could explain exactly what new measure had to be put in place, when it was going to happened and how it would take place. He showed us clips on what it should be looking like along with key dates for the changeover. We were given the opportunity to ask questions and was given clear, precise information. There was a few of us that suggested ways that we could make sure that the changeover would go smoothly, all this was taken on board by our manager and we ere able to have a positive outcome from it. 

MOTIVATION, PERFORMANCE AND CONFLICT
Motivation And Performance
Motivation is the reason that drives you to take action, stay focused and achieve your goals, it encourages you to do better and want to do it. It initiates guides and maintains our goal oriented behaviour, without motivation we would not be able to do everyday day things for example get out of bed, complete tasks in hand.  Intrinsic motivation is things you do want to do or make you happy for example play darts once a week where I can socialize with people whereas extrinsic motivation is things that you benefit in some way for example attending university to obtain my qualifications which will help me improve my employment.

Maslow theory, Maslow ,A. H.(1943) A theory of human motivation, this outlines three elements (1) activation – the first decision you make for example signing up to a new membership. (2) persistence – the effort you continuously put in to keep going no matter what. (3) intensity – the amount of effort you put into it.  It also outlines the two main types of motivation which are intrinsic, when you do something you enjoy and the extrinsic when you do something to get rewarded. 

Maslows hierarchy of needs pyramid explains the five levels of needs :-
(1) Physiological – these are the basic platform and are requirements for survival, air, food, water, sleep and shelter.
(2) Safety needs – these are for security and stability, health protection and financial.
(3) Love and belonginess – we have a need for connection which includes family, friends and community.
(4) Esteem – which involves recognition and appreciation from others.
(5) Self-actualization – this is our motivation for being the best that we can.
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The Maslow theory can be put into the workplace by ensuring the physiological needs are met by making sure working conditions are comfortable, adequate breaks and physical rest is available, the safety needs would be providing a safe working environment and good workplace policies, love and belonging would be achieved by team building events and good communications, esteem needs would come from recognition and rewards from your achievements and the possible promotion, self-actualization would be for the employee to be offered opportunities to continuously learn and develop.

McGregor theory, McGregor, D. (1960). The human side of enterprise, consist of two core concepts of the theory, theory X and theory Y. Theory X, The Authorisation approach, focuses on the company needs and assumes people do not like work, have no ambition and do not take responsibility. It focuses on people being directed and motivation is put in place by managers strictly watching the performance of someone, strict rules put into place and the threat of being punished, the employees only do what is required of them so they ensure their jobs safety. Managers are nearly always in control of the work and this produces a more uniformed work flow, and it allows employees to be specialized in one particular job which will allow the company to mass produce. Whereas theory Y, the participative approach, focuses on the personal needs and believes that employees take to their work naturally, have good self-control and are capable of working on their own initiative, managers can motivate them even more by offering new challenges and opportunities for personal growth. This would allow employees to be able to have good communications with their manager and create a good atmosphere. Employees will take responsibility for their work and would not need constant supervision.

This Photo by Unknown Author is licensed under CC BY-SA


In my employment we mostly use the McGregor’s theory Y, on many occasions we have to deal with customers on the spot, answering questions about product ingredients or recommendations, which helps provide customer satisfaction. We have been given daily goals and have been trusted to complete them in our time and solve any problems that may occur. We have been given the responsibility of disposing of any spoiled items and do not require the presence of our manager for every small action, but we are well aware that if needed he can be available. We have also had extra training for other duties outside our department so that when our department is quiet we are able to jump on another department to help out without asking the manager.


Conflict
Conflict in the workplace is an unavoidable part of organization life, arising from differences in opinion, communication breakdowns or competing interests, Gabrielova, K., &  Buchko, A. A. (2021). This usually happens when there is misunderstanding in communication, where the employees have different views on the task in hand, this could be sorted by clear and precise information being available. The roles of each employee should be clear to each individual as this would ensure the work is not duplicated in any way and all tasks would be covered. When there are clashes with personalities, this should be addressed by the manager immediately in a private, mutual and comfortable setting and allow all parties to speak without interruption to stop it from turning into a bigger issue and possible disciplinary action being taken. In situations the 5 c’s approach can be taken, Clear communication, Calm environment, Clarify the problem, Collaborate to find the problem and Compromise to find the best solution, this will help to build the trust and have a positive workforce. Conflict often comes from not what is said but by the tone of which it is spoken, an aggressive tone or being sarcastic can damage the listeners feelings and cause tension, and the body language that comes with it for example the lack of eye contact or fidgeting could show a refusal to cooperate. Employees often listen to gossip which is not always the truth, this can cause the lack of trust and resentment.                                                                                                                                             Conflicts can also be work style where you have one employee who likes to get the tasks done effectively and quickly while a work colleague could be more laid back and not motivated to meeting deadlines, this could be resolved by the manager putting in place regular reviews and compromising to allow individuals to work in their own way to keep the task on time.                                                                                                                                 Bullying or discrimination are a serious conflict in the workplace, this could include being excluded from the team because of their religion, age or disability, they could be receiving remarks or harassment, to resolve this the manager needs to fully investigate the situation and make all employees aware of the discrimination and harassment policies and possible consequences, the manager could offer support and counselling to the person affected by this.                                                                                                                 Acas research (2025) shows that poor conflict resolutions costs uk organisations upwards of £28.5 billion a year, with top triggers being capability disputes and personal disagreements.          

Self-evaluation of communication
In communication, criteria are the standards and rules used to define the success of exchange, it is what makes a message effective. For effective communications the following criteria keys are used: clarity – make sure the message is easy to understand, conciseness – it is direct and short, credibility – it comes from a trusted source and is accurate, correctness – all facts are correct and no errors in the grammar, completeness – all the relevant information is provided to ensure there are no errors, empathy – the message considers the receiver’s perspective and cultural background.  
There  are 3 core points to a self-evaluation, they are speaking, Wheelan and her associates created the Group Development Observation System which is a way of categorizing and analysing the verbal interactions that take place among group members, Wheelan, Davidson, & Tilin, (2003).  Listening, active listening is requires effort and discipline to accurately understand what someone is saying. Group members are often preoccupied or distracted and thus do not give 100% of their attention to one another, McKay, Davis, & Fanning, (1995) and non-verbal communications, nonverbal cues not only help members to interpret verbal messages, they also help regulate the flow of conversation, Goleman, (2006).
 I have recently completed a questionnaire to help me assess how I measure up to the criteria by expressing my ideas, listening to my colleagues and how I manage things non verbally. These were the questions I gave to my work colleagues, I asked them to score each question honestly between 1 and 4 with 1 = strongly agree, 2 = agree somewhat, 3 = disagree somewhat, 4 = strongly disagree. I also asked my colleagues for feedback which would help me to improve.
1]    Do I communicate in an effective way                                                                                               2]     Is my tone of voice appropriate                                                                                                                    3]     Are my ideas clear and to the point                                                                                                       4]     Do you think I listen and pay attention during our conversations                                        5]     Do I use body language appropriately     
Although the results were positive, reading the feedback back from my colleagues, I feel the need to improve my skills. It was noted that sometimes I don’t always pay full attention to what is being said and my messages were sometimes a little confusing. To improve my skills in my communications criteria I have produced a personal development plan.

Personal development plan
	goal
	Specific
	measurable
	achievable
	relevant
	Time-bound

	To improve active listening
	I want to reduce disruption during team meeting so I can actively listen
	I will use feedback from my manager to rate my listening skills
	I will review the mindtools active listening guide and practice the techniques
	Improving my listening skills will help me reduce errors and help to understand tasks
	I will achieve this by the end of 2 months

	To improve my communication
	I want to improve my confidence and clarity
	I will record my presentations so that I can listen back for pace and clarity
	I will practice in front of a mirror beforehand
	Effective speaking ensure that I understand project progress
	I will deliver my next presentation in 3 months

	To improve my written communication
	I will use write clear and precise emails
	I can measure success by having zero follow-up emails
	I will review my drafts before sending
	Clear emails lead to better team work and production
	I will start today and review it in 2 weeks
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