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Section 1- Introduction

Communication is the process of sharing information, ideas and opinion based on
communication tools, channel, and media. Besides, it is the most effective way to build a
supportive, collaborative, and positive relationship with others. Here, the report will complete
4 sections where section 1 is about MARIA and PEDRO case study and section 2 is about
communication models e.g., Shannon and Weaver, Schramm (1954) communications model.
Finally, in sections 3 are about communication skills an e.g., verbal, non-verbal and listening
skill and the reports will also be referring to MARIA and PEDRO Case Study (Dumont et al,
2017).
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An overview of MARIA and PEDRO Case Study

Maria and Pedro both are working on a building site and Maria is the wife of Pedro. One day
Maria was phoned to Pedro for getting chicken from the market during Pedro entered the
home. Then Pedro ensured his wife and told her that he will do but when Pedro reaches home
firstly, he entered the kitchen room and search his wife. But his wife is in the sitting room and
when Pedro comes in front of Maria, Maria asked him where the chicken is. Then Pedro was
shocked and told his wife what chicken and then his wife told him that when you come home,
you get chicken that I told you. Then Pedro said that he thought that he will go kitchen when
he entered the home. This problem occurs for misunderstanding and bad communication but

if Maria text Pedro the problem will not occur (Beer et al. 2015).
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Section 2- Models of communication

2.1 Shannon and Weaver (1948) Models of communication

Shannon and Weaver (1948) Models of communication contain five core elements such as
information source, channel, transmitter, receiver and destination. Fundamentally, the
Shannon weaver models work when the sender encodes the message through an effective
channel like telephone and telegraph and then the receiver takes the message. Here, the noises
influence the communication flow between sender and receiver. According to the case study,
MARIA and PEDRO need to consider following this communication model but due to
enough noise and ineffective place, Pedro is not able to get the right message from Maria.
That’s why there held a big mistake between MARIA and PEDRO (Beer et al. 2015).

Shannon and Weaver Model of Cmmunication

Sender Encoder Decoder Receiver

. i .
Information N Transmitter BB Roceiver Reception
Source

Figure: Shannon and Weaver (1948) Models of communication (Dumont et al, 2017).

2.2 Schramm (1954) Models of communication

Fundamentally, Schramm (1954) Models of communication is an approach that takes place
between a receiver and a sender. Besides, there will be also a medium and a message through
which the message can be conducted. Also, this communication model can be used to
regulate how a message between two people works when they are replacing information,
attitudes or ideas. For example, according to the case study, MARIA and PEDRO need to
consider maintain this model properly in this situation because this model is so useful for
sending the right message to the receiver. As Pedro works on the building site that’s why if
Maria message Pedro about the chicken, then he can check the message later and understand

the message properly (Harney et al, 2021).
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Figure: Schramm (1954) Models of communication (Dumont et al, 2017).

2.3 Berlo (1960/64) model of communication

Berlo (1960/64) model of communication includes four key components such as sender,
message, channel, and receiver. Besides, this communication model has some core stages
e.g., communication sources, encoding of the message, deliver the message, decode the
message, and message to the receiver. For example, according to the case study, if MARIA
can use this model properly then Pedro will understand the message effectively. Besides,
Maria needs to use the right channel based on the situation because by using the right channel

Pedro will understand the message in any challenging situation (Bal et al, 2013).

Berlos’s SMCR Model of communication

Encodes Decodes
Channel

Communication . Communication
Skills Content Hearing Skills
Attitudes Elements Seeing Attitudes
Knowledge Treatment Touching Knowledge
Social z Social
System Structure Smelling System
Culture Code Tasting Culture

Figure: Berlo (1960/64) model of communication (Harney et al, 2021).
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Section 3- Communication Skills

3.1 Verbal — both oral (spoken) and written, choice of words, tone, pitch [para-

verbal]

Verbal communication is the category of oral communication wherein the communication is
conducted through spoken words. According to verbal communication, the sender gives
words to her/his thoughts, ideas, feelings, expressions, and opinions in the form of
presentation, discussions, speeches, and deliberations. The key characteristics of verbal

communications are mediums, sounds, words, language, and etiquette (Bal et al, 2013).

Verbal Communication

Words are used to exchange information, this can be in person
or by telephone and can be written or oral

Written Types of oral
» Face to face
> Repois » Telephone
] Memos conversation
- Emails » Dictating letters
- Fax » Group discussions
- Illustrations » Meetings
» Speech

Written Communication Oral Communication

Figure: Verbal communication (Cheng et al, 2021).

The key advantages of verbal communication save time, quick in gaining feedback, complete
understanding etc. According to the case study, MARIA and PEDRO communications are
verbal communication because they make communication based on a phone call. But the
problems occur because of ineffective verbal communication, if they use verbal

communication properly, they will create effective communication (Den Hartog et al, 2013).
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3.2 Non-verbal — body language, posture, gesture, tone, signals

Non-verbal communication is the type of non-vocal communication wherein the
communication transfer through facial expressions, gestures, tone of voice, body language,
eye contact, posture, and other ways. There have some benefits of non-verbal communication

such as repetition, contradiction, substitution, complementing etc. (Caligiuri et al, 2020).

According to the case study, MARIA and PEDRO communications are verbal
communication because they use phone call which is verbal communications. That’s why,
they can't make non-verbal communication but if they want to make non-verbal

communication, they need to use body language, facial expressions, tone of voice etc.

(Duggan et al, 2020).
Happiness ﬂ m Sadness

Universal
Facial
.\ Expressions

Figure: Non-verbal communication (Cheng et al, 2021).

3.2 Listening — Active Listening — Empathetic Listening

Listening skills are the ability to accurately understand and receive messages in
communication approaches. Besides, listening skills are the key and vital to all effective
communication. Effective listening skills help to make effective communication as well as
build a supportive relationship. There have some vital listening skills such as pay attention,
provide feedback, defer judgement, respond appropriately, and active listening (Caligiuri et
al, 2020).

According to the case study, Maria said to Pedro when he comes, he will get chicken but
Pedro listens to it Kitchen due to a lack of listening skills. If Pedro has a listening skill, he
can understand what his wife is said. As Pedro works on the building site, he cannot
understand his wife language properly but if he can listen, it will so be easy for him to
understand the right words (Atkinson et al, 2021).
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Figure: Listening skills (Harney et al, 2021).

Tools and approaches that can link and support these skills

There have some core tools and approaches such as S.O.L.E.R and Kinesics which can link

and support listening skills, verbal, and non-verbal skills (Cheng et al, 2021).

S.O.LER

S.O.L.E.R is the way of active listening to the people which abbreviations are s for square up,
o for use open posture, L for lean in slightly, e for eye contact, r for responding. S.O.L.E.R
approaches support developing communication with the individual we are listening to.
Besides, S.O.L.E.R is related to listening skills and it helps to hear any conservation actions
and understands the language properly (Butterick et al, 2021).

= squarely face person
= use open posture
lean toward the person

= use eye contact
= relax, keep it natural

Figure: S.O.L.E.R (Di Pietro et al, 2021).
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Proxemics / Kinesics

Fundamentally, kinesics communication is the communication based on body movement’s
e.g. facial expression, gestures, feelings and emotions. Besides, kinesics communication has
linked with non-verbal communication because non-verbal communication is communication
through body movements, gesture, facial expression, eye contact etc. Kinesics helps to
develop body language and interaction quality and it also helps in learning facial expressions
(Dumont et al, 2017).

SIX BASIC EXPRESSIONS

Figure: Kinesics (Beer et al. 2015).
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Referring to MARIA and PEDRO Case Study

Why do you think Pedro misunderstood Maria?

According to the case study, | notice that Pedro misunderstood Maria because of their lack of
communication skills. Besides, Pedro works on the building site which is a noisy place that’s
why when Maria said about chicken it was replaced by Kitchen. Besides, | also think that
Pedro has a lack of listening skills that’s why he doesn’t understand the keywords. Also, 1
think that Maria uses a poor communication channel but if she uses a digital communication
channel or tools like mail or text then the problems will not occur. So, all of the issues I think
that due to lack of listening skills and poor communication tools Pedro misunderstood Maria
(Bal et al, 2013).

Whose Model of Communication explains this confusion and why?

Shannon and Weaver (1948) Models of communication needs to consider explains this
confusion because according to the models the sender converts the message and send the
message to the receiver through a technical channel such as telephone, mobile or telegraph.
Besides, the sender translates the message into codes clear to the machine and the message is

sent in codes through a medium (Beer et al. 2015).

Also, this communication model has five core elements such as information source, channel,
transmitter, receiver and destination. According to the case study, Maria said to Pedro uses
this communication model but due to lack of supportive place Pedro is unable to hear the
right words that Maria said. Also, lack of listening skills and noisy place creates problems to

understand the particular words properly (Di Pietro et al, 2021).

How could this have been prevented?

The problems should be prevented if Pedro and Maria use effective communication skills and
tools. For example, if Pedro has effective listening skills, then he can be able to hear the right
words and also ensure his wife properly. As Pedro works on the building site, digital
communication tools are the most effective ways to prevent problems. Also, if they both
proper use of verbal communication then the problems will also be prevented. Finally, if they
follow the communication models such as Shannon and Weaver, Schramm (1954) and Berlo

(1960/64) models of communication then the problems will solve (Harney et al, 2021).
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Whose Model of Communication explains how it could have been avoided?

According to the case study, | think the Berlo (1960/64) model of communication explains
that it could have been avoided because Berlo (1960/64) model has four key components
such as sender, message, channel and receiver which are exaggerated by many factors. This
communication model is very advantageous to send the right message to the right
destinations (Cheng et al, 2021).

Besides, if Maria uses digital communication tools such as mail, the text then Pedro will
easily understand the right keywords. For example, according to the case study, if Maria said
to Pedro use this model; the problems will not occur because in this process Maria sends the
right message to Pedro and when Pedro get the free time he will check the message and

understand the message properly (Bal et al, 2013).
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Section 4- Conclusion

Finally, communication is very effective in building a positive and authentic relationship with
each other. According to the case study, MARIA and PEDRO should follow the models of
communication because models of communication will help them to create successful
communication. Also, they should follow the communication skills because communication
skills will support them to understand how to create collaborative communication with each
other. As PEDRO works on building site that’s why MARIA should sent message or mail
when she needs PEDRO (Jamali et al, 2015).

Page | 13



References

Atkinson, C., Beck, V., Brewis, J., Davies, A. and Duberley, J., (2021). Menopause and the
workplace: new directions in HRM research and HR practice. Human Resource

Management Journal, 31(1), pp.49-64.

Bal, P.M., Kooij, D.T. and De Jong, S.B., (2013). How does developmental and
accommodative HRM enhance employee engagement and commitment? The role of
psychological contract and SOC strategies. Journal of Management Studies, 50(4),

pp.545-572.

Beer, M., Boselie, P. and Brewster, C., (2015). Back to the future: Implications for the field
of HRM of the multistakeholder perspective proposed 30 years ago. Human Resource

Management, 54(3), pp.427-438.

Butterick, M. and Charlwood, A., (2021). HRM and the COVID-19 pandemic: How can we

stop making a bad situation worse?. Human Resource Management Journal.

Caligiuri, P., De Cieri, H., Minbaeva, D., Verbeke, A. and Zimmermann, A., (2020).
International HRM insights for navigating the COVID-19 pandemic: Implications for

future research and practice. Murad

Cheng, M.M. and Hackett, R.D., (2021). A critical review of algorithms in HRM: definition,

theory, and practice. Human Resource Management Review, 31(1), p.100698.

Den Hartog, D.N., Boon, C., Verburg, R.M. and Croon, M.A., (2013). HRM, communication,
satisfaction, and perceived performance: A cross-level test. Journal of Management,

39(6), pp.1637-1665.

Di Pietro, F., Monaghan, S. and O'Hagan-Luff, M., (2021). Entrepreneurial Finance and

HRM Practices in Small Firms. British Journal of Management.

Page | 14



Duggan, J., Sherman, U., Carbery, R. and McDonnell, A., (2020). Algorithmic management
and app-work in the gig economy: A research agenda for employment relations and

HRM. Human Resource Management Journal, 30(1), pp.114-132.

Dumont, J., Shen, J. and Deng, X., (2017). Effects of green HRM practices on employee
workplace green behaviour: The role of psychological green climate and employee

green values. Human resource management, 56(4), pp.613-627.

Harney, B. and Alkhalaf, H., (2021). A quarter-century review of HRM in small and
medium-sized enterprises: Capturing what we know, exploring where we need to go.

Human Resource Management, 60(1), pp.5-29.

Jamali, D.R., El Dirani, A.M. and Harwood, L.A., (2015). Exploring human resource
management roles in corporate social responsibility: The CSR-HRM co-creation

model. Business Ethics: A European Review, 24(2), pp.125-143.

Page | 15



