


1. Introduction
The word ‘communicate’ stems from the Latin verb ‘commicare’ which translates to ‘to share’ (Karl Erik Rosengren, 2006). Communication is the process of sharing one's knowledge, which may also include personal views and thoughts. Thus making the idea ‘common’ knowledge between the parties the communication is between. ‘Verbal communication is the things we say and non-verbal can be through our body-language, signs and signals‘ (according to Moodle). Both verbal and non-verbal communication is very important and can be interpreted differently. Communication is an essential skill in the workplace as it allows employees and employers to work more efficiently together and be more productive so they can achieve all their job objectives. As a consequence of poor communication in the workplace, employees may fail to achieve their employer's desired objective or make it harder for them to complete their job due to a lack of knowledge and understanding. This paper will discuss three effective models of communication that can be implemented into the workplace to avoid these issues and boost workplace communication.

2. Models of Communication

2.1	Shannon and Weaver (1948/49)
The Shannon and Weaver model provides a six-part standardised categorical breakdown of how communication occurs. Naaz (2012) supports that ‘Shannon's model is a useful abstraction that identifies the most important components of communication and their general relationship to one another.’ It involves: a sender who is the source of the information that is to be shared, an encoder which is the transmitter of the message, the channel is the medium through which the information is sent, a decoder which is used to relay the message from the sender to the receiver, the receiver is the destination or person the message is intended for, and finally, noise is any variables that may interfere with the transmission of the message.
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Although the Shannon and Weaver model is effective, and even considers the concept of noise and disruption of the message, it faces criticism as some critics believe the model is misleading as it fails to represent the human nature of communication. The model's limitations lie in the fact that it is a mathematical approach that does not account for naturally occurring variables in human communication. Furthermore, the model is tailored towards interpersonal communication between a single ‘sender’ and ‘receiver’ and does not offer much in explaining group or mass communication. Moreover, the Shannon and Weaver model can be considered outdated as given their time of research, their categorisation of noise most likely referred to physical noise, such as audible disruption, rather than accounting for non-physical noise such as encryption.

The model’s outdated definition of noise is a particular issue when applied to post-modern examples such as the ‘Maria and Pedro’ case study. In this scenario, there is a misunderstanding between Pedro and his wife. This may have been caused by the external noise at the building site Pedro works at. The misunderstanding could have been avoided by using a different medium of communication, such as text messages. This is where the ‘channel’ part of the Shannon and Weaver model would be helpful as it provides alternative means of communication. 

As we look at the Shannon and Weaver model, Shannon was an engineer and this model was used for telephonic communication to maximise telephone capacity with minimum noise. The model was later applied to various forms of communication and developed to effective communication. 

An example of a similar situation in my workplace, as a senior, I have a responsibility to make sure that everyone can understand when I give an instruction. We have a multicultural team of people working in the environment so it is crucial to eliminate ‘noise’ and make sure everyone has a clear understanding of what is being asked of them. Especially when we use walkie-talkies, we make sure the message has been clearly received. However, a criticism of the Shannon-Weaver model which is present here is the ‘noise’ due to network issue. 


2.2	Schramm (1954)
The Schramm model of communication is a two-part model that revolves around the idea that a response is needed after a message is relayed. ‘When the information reaches the recipient his prime responsibility is to understand what the speaker intends to convey’ - Schramm model. 
A key principle of his model is that the communication is incomplete without feedback or a response from the receiver back to the sender. He defines communication as a two-way process that involves a message from the sender and a response or understanding from the receiver.
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If we apply the Schramm model to the Maria and Pedro case study, we can see how Schramm’s model is more effective for avoiding interference and miscommunication when compared to the Shannon-Weaver model. Schramm’s model states the importance of making sure the receiver understands the message being relayed to them, therefore Maria should’ve confirmed that Pedro received her order by waiting for his response. Whereas, if they follow the Shannon-Weaver model of communication, there are no other suggestions for avoiding the miscommunication other than the factor of ‘noise’. I believe the Schramm model of communication is more effective as in my workplace we make sure that messages are passed on face-to-face when possible, or if we use technology, we make sure the receiver has responded - otherwise we follow up with them. This helps ensure that staff are able to complete the duties assigned to them and enables successful team development as staff are able to reliably and effectively communicate with each other.

2.3	Berlo (1964)
Berlo’s model aims to improve upon the model proposed by Shannon and Weaver. In Berlo’s model, he focuses on the role of the individual and components that can improve the efficiency of communication. For instance, factors such as an individual’s communication skills will have an influence over how effectively that person can give and receive messages. Other factors Berlo believes have a key influence over communication are attitude, knowledge, social systems and culture. However, similarly to the Shannon-Weaver model, Berlo’s model is linear and doesn’t factor in the need for a response or understanding from the receiver. This is a major issue because although the message may get relayed to the receiver, the message will be useless if the receiver is unable to understand the information being given to them. 

This issue is highlighted in ‘The Professor and the Village People’ case study. In this case, the villagers receive the professor’s message about the fire loud and clear. However, there is a lack of understanding from the villagers' side so they did not help the professor put out the fire. The villagers told the professor that they would have helped if they undertook that there was a fire. This shows that even though the message was received from the professor to the villagers, it was useless because the villagers could not take any action using the information they were given because they did not understand the message. 
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3. Communication Skills
Communication skills can be verbal - oral or speaking. It can also be non-verbal, such as written, facial expressions and body language. Non-verbal communication can even be done through silence. Factors included in communication skills involve listening, clarity, empathy, sincerity and eye contact. 

Active listening is a key communication skill. It shows the speaker that the message they are giving out is being listened to and processed by the listener.  The message would otherwise be useless if there was not an active or attentive listener. An attentive listener can communicate that they are listening to the speaker through their body language, for example, by paying attention and not being on their phone.

Empathy also plays a key role in communication. It shows the speaker that their feelings and emotions are being understood and valued by the listener. This is seen in the  ‘Multi-tasking Max’ case study when the client was mad at Max for his disorganisation even though he had told her that he was on the phone with another client already. Max even tried to resolve the issue by offering a discount but the client lacked empathy and understanding and did not listen to Max. This resulted in them both being upset. 

The importance of listening to the speaker and interpreting body language correctly is emphasised in the ‘Day with the Chief’ case study. Mark misunderstood the Chief’s body language and quickly made assumptions about Mrs Brown. Rather than being professional, he was too friendly with her and crossed his professional boundaries, which could cause him to lose his job.

4. Advantages and Disadvantages of Technology in Communication
Although there is no doubt that technology is a valuable asset in enabling effective communication, there still remains some drawbacks.

One of the biggest advantages of technology in communication is that we are now able to communicate over great distances almost instantly. Time and place is no longer an issue. Before, people would have to use telegrams and letters and would have to wait days, sometimes weeks, to receive a message. Now, thanks to technology, a message can be sent almost instantly through text to anywhere in the world. 

However,  with this also comes disadvantages, such as data protection issues. Any private or important information enclosed in the messages are vulnerable to data leaks or hacks. This would make compromising information accessible by anyone. Although there are lots of contingencies for technology companies to help avoid this - such as data encryption and firewalls - it is impossible to have messages and data 100% secure when using technology. Even technology that do not use the internet, such as walkie-talkies, can be vulnerable if the frequency is unsecure.


Furthermore, although technology provides us with convenience and efficiency, the most significant drawback of using technology for communication is censorship and lack of freedom of speech. For example, your ideas and thoughts may be biased or influenced because technology has the power to control the amount of information you receive. Social media, for instance, is used to publicly share messages and ideas. However, there is a massive influence over the posts you see in your feed as third-parties want you to only be exposed to certain people that support their ideas or beliefs. This also makes it harder for your messages to get across to the right people for example, if you share your political views or negative comments about a brand.



5. Conclusion
Communication skills are very important for speaking and listening. Speaker should know when and where to stop and pause, where to repeat the sentences, also need to be aware of barriers and cultural differences as well as pronunciation of the word. Communication is not a one way process, speakers need to make sure that their audience or listeners have understood them and the message is clear from both sides. The speaker must also take care of the accent while communicating.  As we look back to the incident where supervisor was not clear with the instructions and left nurses with lots of confusion (Robinson and Robinson (1982)), we can see how lack of communication can be dangerous and make it difficult for people to complete their job. In my workplace we tend to follow the Berlo Model of communication, such as source – my manager always makes sure that instruction is passed on properly and everyone has received it by responding to the instruction or following the instruction. Again, when any email or text message is sent out, the content of the message is clear and words are accurate and related. Channel is another medium, how the information flows from sender to receiver. This can be done through hearing, tasting, seeing, smelling and touching; these are the five senses of   channels.  
To conclude, the three models of communication discussed in this paper all offer effective methods of communication. Despite this, they all have their individual drawbacks and limitations. 

The Shannon-Weaver model stands out due to its consideration of ‘noise’ and the disruption it may cause to the message. However, it fails to recognise the role of the receiver by making sure they understand  the message or can provide a response.

This is where the Schramm model exceeds over the Shannon-Weaver model in considering the importance of the receiver in effective communication. Schramm suggests that the sender should wait for a response from the receiver to confirm they have received and understood the message. From this, we can understand that simply receiving a message is not enough for effective communication. One needs to understand the message also for it to be valuable. 

Berlo also supports this idea as he believes in the importance of the individual and the need to understand the message rather than simply receiving it. All three models can help us identify the important factors needed in order to improve communication such as minimising disruption or noise and that individual communication skills are understanding the message is key to effective communication.
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Figure 1: Shannon's (1948) Model of the communication process.

Shannon's model, as shown in Figure 1, breaks the process of communication down into cight discrete
components:

1. An information source. Presumably a person who creates a message.
2. The message, which is both sent by the information source and received by the destination.
3. A transmitter. For Shannon's immediate purpose a telephone instrument that captures an audio signal,
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