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[bookmark: _Toc81005672]Section 1: Introduction
The process of exchanging information is termed as communication. For exchanging or imparting the information various forms can be used such as using words, sounds, signs, or behaviours. The process or act of giving, receiving and sharing information for improving the understanding among people and reducing misunderstanding is known as communication (Rand, 2012). For being effective communication, there must be two persons. exchanging ideas and sharing information within the organization which is a sign of high-performance culture is termed as organizational communication. Effective or good communication in the workplace is the most crucial part which helps to define the goals and objectives of the company and assist employees to achieve those in the most efficient ways. This study is about the communication in the workplace which will show some models and theories of communication, importance of those models and theories and various communication skills. This report will also disclose how effective communication affect business in general and using a Case Study relating to my own workplace situation. 











[bookmark: _Toc81005673]Section 2: Models of communication and the relevant theories
Models assist to identify the elements of communications and also provides the road map of interrelations among different parts of communications (Walklin, 2013). Various theories and models are developed such as linear, circular, interactional, transactional etc. for explaining the process of communication. Every model of communications helps to understand the progress of communication but emphasizes distinct parts of the communication process.
2.1 Shannon and Weaver model of communication
Explaining communication as linear process at first developed by Shannon and Weaver in 1948 which is also known as “Mathematical Theory of Communication” or “Mother of All Models”. This model discusses how sender transmits massage to the receiver through using single channel and where noise may interrupt and destroy the massage sent from the information source (Shannon & Weaver, 1949). This model of communication was very popular in early 20’s due to broadly understandable, simplicity, linearity and quantifiability. Linearity, physical noise and lack of feedback may create misunderstanding and distort the objectives of communication. Understanding the importance of noise reduction, relevance of redundancy and balancing redundancy and entropy are suggested to successfully implement this model of communication in the workplace. 

By using my workplace situation this model can easily be understood by using following diagram:
[image: ]
[bookmark: _Toc81005678]Figure 1: Shannon and Weaver Model of Communication.
Source: (Hargie, 2016)
During taking lunch order, office staff “Dennial” came to us where I and my colleague “Maria” were taking about some topics regarding meeting. Maria said Pedro to bring chicken as lunch box and due to having noise from building site, Dennial listened kitchen instead of chicken and brough lunch box in the kitchen. Here, Maria is the information source, Dennial is the recipient and noise from building site interrupt the communication process and recipient got wrong information due to this disturbance. Since, Shannon and Weaver model is linear model, there is no scope for simultaneous communication.
2.2 Schramm model of communication
[bookmark: _Hlk80986563]Wilber Schramm’s the model of communication is also known as circular communication model which was proposed in 1954. According to this model, communication process is incomplete until the sender gets a feedback from the recipient (Scramm, 1954). This model was modified version of Shannon and Weaver model which considered the drawback of Shannon and Weaver model such as Schramm model includes feedback from recipient which will confirm that the recipient gets the appropriate information in the communication process. 
In my office, my colleague asked to prepare a presentation on “effective communication model”. I listened his words but didn’t say anything. Here, as per the Wilber Schramm’s the model of communication, communication was not established until I said any answer whether it would be positive or negative. But as per Shannon and Weaver model, communication was made here. Between these two-model feedback is the main difference. Schramm’s the model of communication can be shown through the following diagram.
 
[image: 1.3: The Communication Process – Professional Communications]
[bookmark: _Toc81005679]Figure 2: Wilber Schramm’s the model of communication.
Source: (Fussell, 2018)
2.3 Berlo’s model of communication
Berlo’s model of communication was developed in 1960/1964 also known as SMCR model which is similar model developed by Shannon and Weaver. This model is also linear form of communication without considering feedback but in this model emotional aspects of massage are taken into accounts. Communication skills, attitudes, knowledge, social systems and culture are used as source of information which provides massage as form of contents, elements, treatment, structure and code through channel such as hearing, seeing, touching etc. to the receiver who needs considers all the sources of the sender (Stead, 1972). According to this model, the source of information should be good and the receiver should have good listening skills and there is not room for noise or interruptions for being effective communication. Having lack of or no feedback systems, not considering interruption factors, requiring good communication skills etc. make this model of communication complex.

[image: ]
[bookmark: _Toc81005680]Figure 3: David Berlo's SMCR Model of communication.
Source: (Morris, 2016)
If we consider the workplace example discussed in Shannon and Weaver where building site noise interrupt the communication between Maria and Dennial, according to Berlo’s model of communication this will not be considered as communication since effective communication was interrupt. If Dennial got exact the massage told by Maria, there would be communication.
[bookmark: _Toc81005674]Section 3: Communication Skills
The abilities of giving and receiving various kinds of information such as communicating new ideas, feelings, updating any projects etc. are known as communication skills. Listening, speaking, observing, controlling emotions, managing stress and empathising are some characteristics of these skills (Hargie, 2016). Furthermore, in organization, effective communication can be happened in three ways such as verbal, non-verbal and listening. 
3.1 Verbal communication
Use of words to convey massage is known as verbal communication. This mode of communication can be either oral or written or both. Most of the organization use verbal mode of communication officially for having some characteristics such as having medium, sounds, words, language and etiquette. In every organization, management set the goals and objectives of the organization and make the employees work to achieve those (Fussell, 2018). For interacting the massage of mission and vision of the organization, responsibility of the employees, management need to communicate with employees. Here, manager use verbal communication for defining the goals of the organizations, responsibilities of the employees, explaining various experiences, ideas etc. to let the employees know about their responsibilities and motivate them. Verbal communication skills can be used in four ways in the organization such as public communication, small group communication, intrapersonal communication and interpersonal communication. Learning to listen effectively, asking to help others, using concise language, proper body language, maintaining the proper tone of talking etc. are some effective ways of improving verbal communication skills.

[image: Verbal Communication - Javatpoint]
[bookmark: _Toc81005681]Figure 4: Types of verbal communication.
Source: (Antonio at. el., 2011)
As an example, when I joined my office as new employee, the human resource manager “X” gave me an office manual from where I learned about the rules, regulations and etiquette of office. My colleague “M” came and also talked about my responsibilities in the assigned project in the office. All of these are the example of verbal communication. 
3.2 Non-verbal communication 
Another most important and used communication skills which are used in both office and day to day life is non-verbal communication skills. Communicating or exchanging massage through using facial expression, body language, gestures, touch, space, voice tone, paying attention to inconsistences etc. are known as non-verbal communication (Manusov at. el., 2018). From our day-to-day life to office or other places the most used form of communication skills is non-verbal communication.
[image: Verbal v/s nonverbal communication | Nonverbal communication, Communication  skills, Interpersonal communication]
[bookmark: _Toc81005682]Figure 5: Comparison between verbal and non-verbal communication.
Source: (Morris, 2016)
For improving the communication process or making the communication more effective to make them people understand what exactly are expressing, non-verbal communication is used. In the workplace, non-verbal communication provides to cues to others using actions not words by using various non-verbal forms and this mode of communication skills are considered as the strongest form of communication between co-workers (IJRTE, 2019). 
Before we speak or use words to convey massages, our communication process has already been started as form of non-verbal communication which helps to improve the ability to connect, interact and establish meaningful communication between individuals (Antonio at. el., 2011). Good effective verbal communication helps individuals to share information across the organization but effective non-verbal communication could influence the employees regarding performing the tasks either motivating them or discouraging them. Using appropriate body language, appearance, eye contract, gestures etc. are effective ways of non-verbal communication among co-workers.
S (square). O (open). L (lean). E (Eye contract). R (Relax) theory is one of the most popular tools developed by Gerard Egan used for improving the non-verbal communication skills. During the communication in the workplace, the world should keep in mind that how the words or massage are conveys is more important that what massage is conveyed since upon this the effectiveness and relationship among co-workers are depends. How S.O.L.E.R can be used to improve non-verbal communication can be shown through the following diagram:
[image: Types of communication – Communication in Health Science]
[bookmark: _Toc81005683]Figure 6: SOLER tools for improving non-verbal communication skills.
Source: (Mehrabian, 2014)
Proxemics or kinesics tools which is used for improving the body languages is considered as other tools of improving non-verbal communication skills. Personal awareness helps individual to be more conscious while communicating with other which helps to establish effective communication.
As an example, before starting presentation at the office for the new project undertaken by the organization, I was a little bit nervous and my project manager smiles and shows thumbs up which conveyed positive vibe towards me and helped me to deliver my words successfully. 
3.3 Listening
The ability of receiving and interpreting massages appropriately in the communication process is known as listening. This listening skill of communications help to make the communication effective by activating the sense of understand that another person is saying or delivering something. In the workplace, management or leader should develop active listening or empathetic listening to improve mutual understanding and trust (Manusov at. el., 2018). For improving this active communication skill, 3A’s technique such as improving attitude, attention and adjustment can be followed since this will help to define and understand the active listening more effectively. Furthermore, S.O.L.E.R tools can also be used to improve this active listening skills by paying attention, withholding judgment, reflecting, clarifying, summarizing and sharing.
As an example, one of my colleagues works in finance department wanted to quit job suddenly and informed the department head before giving notice to the human resource department. The head of finance department talked with him personally and listened his problems and suggested him not to quit job and recommended some solutions for his current situation. By using this empathetic listening communication skills, the mutual understanding and trust was improved between management and employees and company didn’t have to lose its prominent employee.












[bookmark: _Toc81005675]Section 4: Conclusion
Effective communication is the important part of both personal and professional life. Without good communication, organization’s goals, mission and vision can not be understand by the employees and management will not be able to convey the requirements which will negatively impacts on the overall performance of the organization. For establishing effective communication within the organization this study discussed some models and theories of communication which will help to understand and develop the communication framework in the organization. Moreover, various communication skills for making communication effective are also discussed here concisely which will help to improve the individual understanding and establish effective flow of communication. 
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