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Introduction
This paper will provide an insight of the difficulties and challenges experienced while communicating at the workplace. Firstly, it will present and explain the three main modes of communication as originated in literature, followed by real life examples and their impact at personal level. These types of communication are: Verbal communication, non-verbal communication, written communication and visual communication. Following, there will be introduced and explained some of the most used models of communication such as: The Shannon Mathematical Model 1949, Berla’s Model of Communication and Schramm’s Model of Communication. Finally, conclusions will be presented.  
 
Main body
As the central focus of this paper is communication, it is essential for the term to be defined and explained.  Literature has various definitions for communication, but the simplest and most straightforward is Gerbner’s (1967) definition that describes communication as ‘social interaction through messages’ (Stephenson, 1980). In general, it is an action taken to deliver a message. The person receiving the message is also involved in the communication process. In the process of communication, it is involved a sender, a channel, a message and a receiver. The process involves a relationship between sender and receiver, an effect, and also what messages refers to. Another way it is explained, is as an ‘action on others, an interaction with others and a reaction to others’ (McQuail and Windahl, 2013). 
For many, including myself, when thinking of communication, it is perceived as a simple way of sending and receiving messages. This can be done through channels such as speech, notes, e-mails, SMS, or even through body language or face expressions. A simple literature research presents wide angles to communication and it is analysed from different perspectives. It is understandable to be such an important focus and well explored topic as, in my opinion, it is the basis of our personal and professional lives. Even from early years, we are taught in schools to write and read. The better we own these skills, the more successful we can be. Thus, considering the development of workplaces and how the communication is at the heart of most of the recent jobs, knowing and understanding the means of proper communication is vital. The word ‘recent’ was deliberately used to compare todays professional life with the 19th century workplaces, when the second industrial revolution took place, where communication was not as important as it is in late 20s and 21st century. Most of the jobs, were in factories where the employees had a systematic movement in the process of producing and delivering goods. With such a complex process it is obvious to face difficulties and challenges. Such a challenge can be the language barrier. People often communicate with others from different background and this can be challenging because it is necessary to use appropriate vocabulary, to make sure the message/information is delivered and understood. This is also a difficulty as it can be time consuming. 
Nowadays, in workplaces communication plays an essential role in the functionality, effectiveness and productivity of organisations. A study with the purpose of examining types communication behaviours occurring at work and how these communication behaviours are evaluated, identifies 163 verbal communication behaviours used in the workplace. This suggests that the most frequently used type of communication at workplace is verbal communication. Further analysis suggests that, in the open of these behaviours, four factors are revealed as composing the workplace communication behaviour. There are: information sharing, relational maintenance, expressing negative emotion and organising communication behaviours (Keyton et al., 2013).

Verbal communication
Verbal communication is achieved via information shared using spoken or written words. The most used form of verbal communication is the dialog. The dialog, the process of which we are exposed to new information, is occurring via discussion or conversation between people. Examples of spoken verbal communication at workplace can be face-to-face interview, meetings, video conference as well as simple conversations between colleagues. On the other hand, the written verbal communication is done via various channels. Such examples are e-mail, fax, web page, letters, notes and memos, policy statements, newspaper, tv, radio, etc. With the help of the technology, the written communication is much faster and there is an increasing efficacity of this form of communication (Borkowski, 2011). 
According to McIntosh and Luecke (2008) there is much more to communication than words. For successful verbal communication it is necessary to make sure that we chose the words carefully, be clear and do not leave anything out. But communication is about much more than that. It is also about volume and tone, as these factors can affect what we say. For example, the phrase ‘nice job’ is considered a compliment, but if we say it with a cynical tone it can turn into a negative statement. In some instances, when we have an important speech to deliver, even if the information is right and appealing, if not delivered in an enthusiastic manner it can completely change the course of action. Such examples can be when we are a step close to close deal or obtain a contract.  Volume is also a challenge in communicating as if we speak with low pitch, the message is partially delivered and can be misinterpreted; whilst if we are too loud it can have a negative impact. 

Non-verbal communication 
Non-verbal communication is as important as the verbal communication. They mostly go hand in hand and only in some cases you can do one without another. As per Burgoon, Guerrero and Floyd (2010) ”non-verbal communication is omnipresent”. This means is we can find it in all non-verbal channels, in face-to-face communications, etc. for a better understanding, the following example will explain. Taking a e-mail, which is a verbal communication, and adding different fonts, colours and characters it is inserting non-verbal communication as these additions are meant to transmit a message even though there were no word used for that particular message. It can transform a plain, boring e-mail into a funny, angry or maybe even a mysterious one.
Body posture, face gestures, touch, voice with tone and volume, and many others do transmit messages, which is part of communication. Body posture and overall presentation on an interview can influence the result of it. And for us, future graduates, it is very important to learn and to practice these skills as it can be a important step into achieving our goals. Also, eye contact is believed to be important as it suggests confidence and interest. 
Body posture is just one of the multiple parts of body language. There are many studies done only on body language itself, and the phycology domain is based on studding body language. This means is it very important and meaningful. For example, in my country it is believed that politicians that cross their fingers while speaking or in a conversation are not sincere. 
Both verbal and non-verbal communication transmit messages. Let take for example, greeting someone that you know. The greeting itself followed by small conversation will transmit the other person a message. Same thing, when a person refuse to greet another, and decides to use non-verbal communication, will also transmit a message to another. However, non-verbal communication can often be misinterpreted. Same message used in different tone pitches can completely change their meaning.
According to Burgoon, Guerrero and Floyd, (2010), non-verbal communication is an universal language and it is vital when traveling. Thinking back, I used non-verbal communication a lot when I first came to England. As I did not know the language and I rely a lot on passing messages through signs, gestures and facial expressions. 

Written communication
Written communication is a way to deliver a message via written words. We write everyday text messages, e-mails, cards, letters, etc. However, for employability is it important to have good writing skills. Written communication can be formal or informal. Formal communication is mostly used at workplace, as it has to be made in an official manner and mostly because we communicate with strangers. Informal communication is mainly used between friends, family and people close to us and uses a common language to be understood by all. 

Visual communication 
Visual communication uses the sense of sight and is the ability to communicate through the signal received by eyes. 
Models of communication

Shannon’s mathematical model of communication

According to Krippendorff (2009) Shannon’s mathematical theory of communication concerns quantitative limits of mediated communication. It is basically concerned if information can be reproduced either exactly, if not approximately from one point to another. More specifically, it uses mathematical formulas to measure the quality of information from sender to receiver, taking in consideration noise and other factors that may impact the message on the transmission channel. The model was first concerned with telephone conversations. The model has 22 theorems and seven appendices. O simpler version is presented in Figure 1, below.  However, according to Schramm (1960) the model failed to take in consideration feedback, which was later on added by Shannon’s colleague Warren Weaver. 
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Berlo’s Model of Communication 

Figure 2: Berlo’s Model of Communication 
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As seen in Figure 2 above, there are four parts of Berlo’s model: source, message, channel and receiver.  Source is where the communication process starts, and it can influence the quality of the message as it takes in consideration communication skills, knowledge, culture, attitude, etc. The message should be acceptable by the given audience or specific target to be successful and understood. The channel is the method of which the message is transmitted. It can be radio, letters, emails, posters, newspapers or other media. And finally, the receiver becomes the last link in the communication process (Schramm, 1960). 
Berlo believed that an important variable in the communication process is the relationship between the source and the receiver. 

Schramm’s Model of Communication

In Schramm’s view communication has three major dimensions: source, message and destination. The process in this model is that a message is is transmited by the source/sender/encoder to the receiver/decoder/destination via some channel. Wilbur Schram also suggested that the impact that a message has (both desired and undesired) should also be examined on the target of the message (Schramm, 1960). 
The challenge of this model is that “if the source's and destination's fields of experience overlap, communication can take place” (Schramm, 1960, p. 17). 
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Conclusions 

Considering the amount of literature existing on communication process and communication models, it can be concluded that communication is a very important tool in our everyday life. Moreover, for employability and new graduates studying communication and improving communication skills can smooth the employment process and helps in succeeding in career. 
This paper concluded that verbal communication is the most used type of communication and that there are various models used to examine communication. The most common ones are:  Shannon Mathematical Model 1949, Berla’s Model of Communication and Schramm’s Model of Communication.

Reference list:
Borkowski, N. (2011). Organizational Behavior in Health Care. [online] Google Books. Available at: https://books.google.co.uk/books?hl=en&lr=&id=HzKuA6Pzc8MC&oi=fnd&pg=PA71&dq=types+of+verbal+communication+in+workplace&ots=dOt4rIZoY9&sig=oHhAagFUFqRmdffOlA6LticJvlk#v=onepage&q=types%20of%20verbal%20communication%20in%20workplace&f=false [Accessed 5 Dec. 2019].
Burgoon, J., Guerrero, L. and Floyd, K. (2010). Nonverbal communication. New York: Pearson Education.
Keyton, J., Caputo, J., Ford, E., Fu, R., Leibowitz, S., Liu, T., Polasik, S., Ghosh, P. and Wu, C. (2013). Investigating Verbal Workplace Communication Behaviors. International Journal of Business Communication, 50(2), pp.152-169. 
Krippendorff, K. (2009). Mathematical theory of communication. In S. W. Littlejohn & K. A. Foss (Eds.), Encyclopedia of communication theory, Los Angeles, CA: Sage. Available at: http://repository.upenn.edu/asc_papers/169 [Accessed 17 Dec. 2019].
McIntosh, P. and Luecke, R. (2008). Interpersonal Communication Skills in the Workplace. 2nd ed. American Management Association.
McQuail, D. and Windahl, S. (2013). Communication models for the study of mass communications. 2nd ed. New York: Routledge.
Schramm, W. (1960). Mass communications: a book of readings. Urbana, University of Illinois Press.
Stephenson, W. (1980). Communication Yearbook 4. [online] Google Books. Available at:
https://books.google.co.uk/books?id=J1T3FxBzncsC&pg=PA7&lpg=PA7&dq=%27social+interaction+through+messages%27+(Gerbner+1967)&source=bl&ots=kUpieURQA0&sig=ACfU3U25Ljs1NPiJptss49Md_eh8mFAEFg&hl=en&sa=X&ved=2ahUKEwjitvjKpp7mAhVVUBUIHWXcBhAQ6AEwA3oECAkQAQ#v=onepage&q='social%20interaction%20through%20messages'%20(Gerbner%201967)&f=false [Accessed 5 Dec. 2019].










[image: ][image: ]


[image: ]


[bookmark: _GoBack]
image4.jpg
:6* Trinity Saint David Effective Team Working and Communication — Term
229 LONDON BMSW4002
In-class exercise 1

Student Name: MLH&ELA_HA&&E}&&M Student ID: _Jg QX? 55

Time allocated: 1 hour. Please return your paper to the lecturer upon completion. 1t will be returned
to you at the next session. You will need to include a scanned copy of this exercise in the form of an
appendix together with your Task 1 (part of the Assignment for this module).

Ex.1. Read the following brief and write a business email according to the instructions.

You are the Director of Communications at your company and you would like a Supervisor, Mary
December, to go on a training course in non-verbal communication because you have observed
that her non-verbal skills sometimes send the wrong message.

- Tell Mary why you are writing

- Say what you have observed about her communication skills

- Tell her how you think this course would improve her skills and her relationship with her fellow
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