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1.0 INTRODUCTION
Communication is an important tool for interaction and building relationships in our world today. It is needed in every sphere of human activities. This is whether when interacting with our colleagues at work, our kids at home, at school, religious houses, or in any formal or informal setting. In any of the foregoing setting, there will be the need to communicate with people using different methods, forms and channels of communication. These are all important factors when considering the concept of communication and also to determine how effective communication is. 

      So, what then is communication? Communication can be defined as the act of transferring information from one place to another or from one person to another person or group of persons. Communication may also mean the act of exchanging information by various methods such as by speaking, writing or by other medium such as symbols, signs, or behaviour. 

Communication plays a vital role in a workplace environment and its significance 
cannot be overemphasized especially among colleagues, between managers and colleagues and even between a worker and their customers. The quality and effectiveness of the communication at workplace can affect the productivity level and result of work in a workplace. Therefore, it is important that to avoid poor communication and increase the performance of the organization, there is the need to ensure that there is quality and effective communication. Effective communication has bearing on the productivity level of an organization and can create a strong team. Conversely, poor communication poses a barrier towards the productivity level in an organization. For instance, where employees communicate with each other effectively using the required channels of communication and also consider the views of others, there is a likelihood that they will engage with one another better and they can collaborate to find better solutions together, thus increasing productivity.
Also, quality communication assists managers to have a better understanding of the talents and skills of their employees, then give clear instructions to the people who are best suited to the task, thus increasing the overall performance of each project.  When teams fail to communicate effectively, it creates a huge barrier that affects the success of the company. Therefore, more attention needs to be paid in giving clear instructions through better communication to avoid mistakes in the workplace. 
With this background, this report will examine the causes of poor communication in a workplace environment by using my workplace as a case study to reflect these issues and make recommendation how they can be resolved. 
2.0 MODELS OF COMMUNICATION
Models of communication can be described as the conceptual models used to describe the process of human communication. This report will discuss 3 main models of communication namely Shannon and Weaver (1948); Schramm (1954) and Berlo (1960). Mcuil D (2013)
2.1 Shannon and Weaver (1948)
This model of communication originated from Shannon in 1948 who was a mathematician and Weaver who was an American Scientist. Both collaborated to write an article titled ‘A Mathematical Theory of Communication”. This article which was published in the Bell System Technical Journal sought to expand the mathematical theory communication. 
The model was principally designed to ensure effective communication between a sender and receiver. This model of communication involves 5 stages which are the source, the  encoding of the message (encoding), the channel, the decoder and the receiver. Under this model communication will originate from the sender of the message which is then transmitter through an encoder which converts the message into signals, and I sent through a channel and decoder converts the signals into a message which is the received by the receiver. 
Under this model of communication transmission error or noise could affect the proper communication through this medium and it was not focused on feedback. This problem is illustrated in the case study given in class between Maria and Pedro where the building noise affected maria massage and Pedro heard ‘kitchen’ instead of ‘chicken’. 
This model of communication reflects a linear style of communication that places so much emphasis on the sender and allows the receiver to play a passive role. This is a flaw because communication should not be one way. 
This issue is reflected in my workplace. I work in a retail company as a customer representative where there is the constant use of telephone as a means of communication, so this model of communication appears to be relevant. Sometimes the store manager intends to communicate from his office to the customer representative to resolve a customer complaint, but the transmission of the message is not clear and often intercepted by noise, thereby distorting the message. The resulting effect is that there will be a miscommunication which the means that the task is not properly understood, and a different outcome is arrived at. The diagram below better illustrates the problem This problem can be resolved there was opportunity for feedback of the message that was transmitted. This will help to ensure that the message was better understood and correctly implemented. 
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2.2 Schramm (1954)
According to this model, communication is transmitted and received in a cyclical way. This is different from the Shannon and Weaver where communication is linear. Here, the sender takes the position of the receiver depending the on the cycle and the message is interpreted to ensure that both parties understand the message that is being pass through interpretation and feedback mechanism. This reflect the classical approach to communication where communication typically is a two-way street where the sender and the recipient are on the same page as the purpose of the message be communicated. 
From the diagram and In the case study, the miscommunication could have be avoided if Pedro called Maria to find out if she meant ‘Kitchen’ and not ‘Chicken’ or even something else. This would have made both the recipient and sender be on the same page as to the message that was sent. The simple diagram below illustrates the application of this model to the case study between Pedro and Maria. 
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This model of communication is somewhat lacking in my organization. There appears not be proper mechanism for feedback in communication. This often affects the result of the tasks that is being given. 
2.3.  Berlo (1960/64)
 This model involves a communication process such as the Sender, Message, Channel and the Receiver (SMCR). The proponent of this model argues that in this model of communication the listener is one who ultimately determines the meaning of the information or message that is transmitted. This shares some similarities with Shannon and Weaver model where communication is linear and without feedback. Noise or interference could affect the how the receipts get and understand the message. 
Under this model, emphasis is placed on certain cultural factors that can cause differences between the sender and the receiver such as: 
1. Communication Skills: This would mean, reading, listening, speaking and language differences
1. Attitude: This could take the following form such as being bored, not listening and even assuming things
1. Knowledge: This could take the form of Language. Where the sender uses high standing words that the receiver is not familiar with, the message being communicated could be misunderstood.
The concerns expressed in this model have also been shown in my workplace. An example of this incident was when I am communicating a summary report to my upline manager of an accident that happened in the store. The manager seems to be distracted with his television that he fails to get the vital part of the report being communicated to him. The effect this is negative as he ends up misquoting my summary and thus gives me the stress of repeating the summary report at the next meeting.

3.0 COMMUNICATION SKILLS
Possession of good communication skills is essential in our daily interaction with people, friends, colleagues etc. Good communication skills help to remove any possible barrier that may exist in terms lack of understanding which might end up causing frustrations and possibly conflict. We see this clearly in the scenario between the professor and the village people where due to poor communication, he was unable to get help when his house was on fire. This resulted to frustration. (Griffiths, B.A and Dunham E.B, 2017)

Methods of Communication 
There are number of relevant communication methods. These are discussed below as follows:
3.1 Verbal Communication: This method of communication can take different forms such as oral communication. This could take place through one-on-one interaction with another person through different mediums such as telephone, social media platforms. Verbal communication takes into consideration the choice of words, tone and pitch of the message. However, effective communication involves accurate interpretation of other people’s verbal messages as the meaning is conveyed. (Quintanilla and Wahl, 2017)
3.2 non-Verbal Communication:  This form of communication transmits messages through language such as postures, gestures tone or signals. It basically involves communication without words. Non-verbal communication helps to detect how other people are feeling and probably what they are thinking (Indeed, 2021)
3.3 Listening: This is an important component of communication. Possession of the good listening entails having the patience to understands the written and oral communication as well as the way the speaker feels during the communication. So, the ability to listen properly to work colleagues, friends or other people during communication can help to build a stronger and better relationship and can also help to increase productivity level. In the case scenario between Mario and Pedro, we can see that Pedro did not listen to maria instruction to get her a chicken. This led to him carrying out a completely different action. 
There are several tools and approaches that can enhance one communication skills and which in turn can lead to effective communication especially in a workplace environment. For example, when listening, it is important for people to actively focus on the speaker when communicating by removing all forms of distractions that may affect proper listening avoid situations like that (Quintanilla and Wahl, 2017). For instance, when I communicated my feedback on a project to the manager, He could not act on it because of lack of proper listening. He was distracted with his cell phone which prevented him from getting the details of feedback and taking them on board. This led to a decline in sales for that month and affected the company’s income. 
There are other techniques that can aid active listening such as the SOLER techniques. This technique requires the communicator or listener to sit squarely, maintain an open posture, lean rightly, maintain eye contact, and relax.  Also, techniques such as proxemics and kinesics can aid communication basically through body movement (Kinesics) and giving space during communication (Proxemics) According to Hans and Hans, 2015 space influences how people communicate and behave. 
4.0 CONCLUSION
This report has as shown what communication is, the models of communication and the various communication skills using case scenarios and real-life examples from my organization to establish the importance of communication. 
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6.0 Appendices
6.1 Appendix 1
MARIA and PEDRO 
Pedro works on a building site and Maria is his wife. One day Maria phoned Pedro. ‘Hello, Pedro, when you’re coming home, see if you can get me a chicken.’ ‘Okay,’ replied Pedro. When he got home, Pedro took off his boots and coat and went into the kitchen. ‘Maria, where are you?’ He said. ‘Here – in the sitting room,’ she said. When Pedro went into the sitting room, Maria said, ‘Where is the chicken?’ ‘What Chicken?’ Asked Pedro. The one I asked you to get on your way home.’ Oh, no! I thought you said when I come home I will see you in the kitchen!
Q: Why do you think Pedro misunderstood Maria?
Q: Whose Model of Communication explains this confusion and why? 
Q: How could this have been prevented? 
Q: Whose Model of Communication explains how it could have been avoided?

Maria and Pedro exercise 
 
1. Pedro did not understand Maria because he could not hear her well. It was probably loud in his work. Pedro though he was supposed to meet her in the kitchen.
2. I think Shannon and Weaver Model shows this situation, because communication is disturbed by noise. 
3. Could be prevented by good listening, or sending a text message, or Pedro could go to a place where there is no noise.
4. Berlo Model shows how the situation could be avoided 
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