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[bookmark: _Toc28517892][bookmark: _Hlk28377939]Introduction

In this report I am going to explain an overview of what communication is and how effective communication is important for managers and employees in a business environment.  I will describe what communication models are, introduce communication diagrams and the theories; how these are utilised in business and the advantage and disadvantage of the models.   Establish how communication is applied in working environment and how it can affect those we work with.  I will identify the main elements of communication and how these methods of communication often used without even realising.  

[bookmark: _Toc28517893]Communication
Definition: "Communication is the process by which information is transmitted between individuals and/ or organizations so that an understanding response results”. - (Little 1977)

A process in where information is passed from one person to another or one organisation to another. Making sure that the message is sent and received properly and that it results in mutual understanding between the parties (2 or more people).
There is a basic communication process which is demonstrated in the diagram below:
Communication process is started by the sender where a message (which could be anything from a letter, email, information, instruction) is sent to the receiver, who then decodes (understands the message) and responses to the sender.
Transmission

Receiver
Sender


Encoding                                                                                        Decoding
       Response


(self drawn) 
A communication model makes it simpler for someone to understand and decode a message, breaks it down into components. 
There are many types of communication models.
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Linear Model is the simplest transmission of communication.  This is a one-way communication model where the sender sends the message and receiver receives.  There is no concept of responding to the message and does not take into consideration the noise factor as anything can get in the way.  An example of this:
Receiving an email from a marketing company:

Sender                   Message                  Email                       Noise                       Receiver
(Marketing               ( Information)                 (Channel)                 (Loss of Internet)                  (Decodes)
Company) 
No Chance of feedback.
[bookmark: _Toc28517895]Shannon Weaver model. 1949
There is a simple understanding of communication that there is a sender, encodes a message sends it to the receiver through a channel.  But there can be noise factors which can cause problems with the actual message.  The receiver needs to decode the message before understanding it.  As it’s a 2-way process so this allows the loop of communication through feedback from receiver. I feel this is an advantage as it can be used for daily bases of communication.  For example, when a Doctor sends a message through a mobile text service about an appointment.

Sender- The person who creates the message     Doctor
Encoder- The machine which converts the message     Telephone Network company
Channel- the medium used to send message      Mobile network
Noise- Disturbance such as people, environment etc     Missing information
Decoder- Machine used to translate the message        Mobile Phone
Receiver- Person or place where the message reaches        Patient
[image: Shannon and Weaver communication model]
(Businesstopia)
The factor is the noise and it doesn’t take into account how the receiver will translate the message, or how clear the message was.  The issue is that the feedback isn’t as important as the actual message itself.  In my opinion Shannon weaver model is a very effective and that it takes into consideration the noise factor and there is feedback which is every important.  So, if I call my sister through a mobile, asking her to meet me at 3.00 pm and the network had disturbance as a result she might be unable to hear the message clearly.  She can ask ‘What time’, which will allow me to know that she didn’t understand the message and I can repeat it.  This shows that if there is any misunderstanding during the communication process then with feedback this can be corrected.  The problem with this model is, it is not made for the mass audience and is focused on feedback in some instance feedback cannot be given such as people watching tv, using the internet and therefore I feel that it needs to be updated to cater for the bigger audience.

[bookmark: _Toc28517896]Schramm’s Model of Communication 1954
This model was introduced after the Shannon weaver model and is a circular model of communication.  The receiver’s primary responsibility is to understand and interpret the message in the way that the sender wants to convey the message and if they cannot then the message is meaningless.  Schramm believes that communication is a 2-way process and both roles are important and there is no separate sender receiver they are the same person.  The communication process is incomplete until the sender receives a feedback from the receiver.  There are semantic barriers that effect the way an individual interprets the message such as individual’s knowledge and understanding, experiences, cultural and religious background.  Quoted by Schramm 1955 “In fact it is misleading to think of the communication process as starting somewhere and ending somewhere.  It is really endless; we are really switchboard centres handling and re-routing the great endless current of information”. (Drew 2019).  The disadvantage is that it doesn’t recognise that communication is unequal and doesn’t cater for the mass audience.  I feel that this model also is good as it needs feedback to complete the process of communication, however, the problem is that the people sending and receiving must be on the same level and understand each other.  This is not always possible as there are many types of people with different understanding of a word or phrase.  If the message sent isn’t understood the way the sender intended, it to be then the message is meaningless.

[image: ]

(Drew, 2019)
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This model is the simplest form but has a lot of aspects to it.  It focuses on encoding and decoding and has 4 main components which are Source, Message, Channel and Receiver.
The sender of the message is the source, and this is where the start of the process begins.  Things can affect the source such as communication, attitude knowledge.  The message is the information sent to the receiver in different forms such as audio, speech, text, video or other media but this message can be influenced by things like elements and treatment.  The Channel is the medium that is used to send the message such as technical machines e.g. internet or telephone.  The five senses of a human are the channel for communication and can affect the flow.  The receiver and the sender need to have the same thinking patterns according to this model, illustrated in the model below.  They need to be in sync and all other factors need to be similar or else the message will not have the same effective.  This model takes into account people’s feelings, how they interpret a message, their background and their upbringing.   This is good when you are having a communication with someone you know and understand but I feel this model cannot be applied to all situations as we live in a vast society and therefore everyone’s opinions, understanding and knowledge are different.  If I send a message to my mother about picking up lunch, she will understand what I am saying.  Yet if I send the same message to a colleague at work, they will pick up lunch, however, it may not be halal as I haven’t specified this in my message.  The disadvantage is that there is no need for feedback which to me is very important as I feel that a sender needs to know if their message was received.  No barriers mentioned and there is no room for noise.  It is a very complex model to understand but also in depth and it incorporates all social issues.
[image: ]
(Communicationtheory.org) 
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Communication is very important in Management, it is necessary to have good communication skills in business.  There are many ways of communicating: Verbal or Non-verbal.  There are 2 types of verbal communication, oral and written.  It is the use of sounds, words and speaking through face to face conversations, meetings in groups, telephone calls also through letters, emails and reports to exchange and process information.
Non-verbal is “without words that occurs person-to-person”. (Spacey 2017)   It is communication without written or spoken words.  It can be through body language such as body gestures, facial expressions, eye contact, touching or even sign and posters.  If someone is talking to you and you are slouching or looking away, shows that you are not paying attention.  This is a negative body language.  Handshakes is non-verbal communication to meet and greet and is used by everyone in the business industry, this is a positive body language.  In my opinion it is very important to know and understand what acceptable body language and gestures is, whether it is at work or in personal life.  Different cultures regard different things as good or bad.  Being aware and being able to respect others.

Communication is the foundation of effective management and is needed to perform basic functions of the organisation’s such as planning, organising, leading and controlling.  It helps managers at different levels to achieve, perform and complete their jobs and responsibilities. 
https://www.managementstudyguide.com/importance-of-communication.htm.  Being able to lead as a manager and being able to communicate effectively with their subordinates, so that the individual or team can achieve targets and goals set out.  There are many ways of conveying the message, whether its through meetings, presentations, group discussions, emails and reports.  Building interpersonal relationship between managers and their employees is very important as this will provide good coordination and a smooth and efficient workplace.  Having a 2-way communication process enables mutual understanding and lessens friction between managers and employees.  Managers must identify barriers in communication and analyse the reasons for these and take steps to avoid these occurring.  These all demonstrate that the manger has to have effective communication skills, and which will help in increasing efficiency in the organisation and maintain good leadership.
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Aisha works as a receptionist/ administrative worker at Royal London Hospital.  She meets and greets patients that come to see the doctors or nurses.  She is always having face to face contact with patients, dealing with their general enquires on the telephone or replying to their messages with accuracy regarding their appointments through email.  As she is the first point of contact, she has to be aware that her body language is of good gesture and that she smiles and is positive and has a good tone of voice and well spoken, this will reflect and welcome the patients.  Whilst she is at the reception desk, she has to make sure that she creates a good relationship between the patients and also the doctors and nurses as well as managers and supervisors, so that communication can flow smoothly between all parties.  She is responsible to answer to all of these parties.
Managers



Supervisor
Doctors


Receptionist/Administrative (Aisha)
A






Senior Receptionist
Nurses

Pharmacists



At work there is a weekly meeting which she needs to attend and, in the meeting,, there are group discussions regarding the department. Being able to express feelings and being able to communicate opinions to others is important.  Also doing presentations so that other departments can hear and learn what has been happening, to do this it is necessary to have good clear voice.  Being able to listen to others and understand what they are saying.  It is very important to be able to communicate well with senior management team, so that the running of the office is done smoothly and efficiently.  When timetables of doctors and nurses are confirmed.  It needs to be typed and emailed to all employees in the department, also she needs to make sure that the rooms are booked for special clinics that take place.  This is done through written request for the clinic rooms and then a confirmation being sent to her through email and then she has to send the email to her supervisors.  Both Shannon Weaver model and Schramm apply to her workplace.  There have been occasions when patients have complained about delayed appointment, which she needs to handle by reassuring the patients, trying to reschedule appointments, writing these dates on appointment cards, also filling in the officially complaints record so that senior management or supervisor can know what has happened.  Filing, scanning, photocopying is all her day to day tasks and these need to be completed on time.  In the mornings text message reminders need to be sent out to patients regarding their appointment times and days, these are a priority as some patients do not remember their appointments.  She is continually using the telephone either for patients or phoning other departments or other hospitals with enquires.  Whilst working here she has been able to build confident and been able to express her views, opinions and understand other people much better.

[bookmark: _Toc28517900]Conclusion
[bookmark: _GoBack]Throughout this report it has been demonstrated how effective communication is crucial in management in the business environment and how without it the managers will not be able to achieve goals and targets set out by the organisation.  It’s necessary to build interpersonal relationship with the employees.  The analysis of the communication models illustrates what they are and how these communication models are used.  Analysing the models and finding out which one is best suited to different scenarios.  I feel that Berlo model is complex, but takes into consideration the culture, knowledge and society around us, this model can be applied at Aisha’s workplace as she needs to understand the different culture and background of her patients.  Whereas the Shannon Weaver is a linear model which only takes in to account the noise factor, this makes the model very outdated, but it allows for feedback which Berlo model does not.  There are many more types of communication model which I have not mentioned in this report.  Overall this report explains how important effective communication is whether its at work or in personal life.
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Berlos’s SMCR Model of communication
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