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[bookmark: _Toc39325851]INTRODUCTION
Communication may be defined as the process of sending and receiving information from one source (Sender) to another destination (Receiver). Communication is essential in our day-to-day life and had a role in the shaping of human civilisation. It is evident that the ability to communicate efficiently is what makes human being what it is. Being a social animal, the human cannot function without communication. The basic human task involves communicating in one way or other.
The person’s or students exchange experience, thoughts, information, progress, and threats through communicating with each other. Communication is a two-way process where one partakes in actions involving sending the message through speaking, writing, or movement while the other receives it by listening, reading, observing and understanding the message. With the widespread advancement of technology, communication through long-distance has become possible and more feasible. 
Effective Communication is an important factor in the workplace. The communication in a workplace serves the goal of messages which can be critical in determining the outcome of the process. The management has to make sure that employees are comfortable with each other so that there are no barriers to the smooth transmission of the messages between the employees.
The report examines communication between management and employees in the workplace to introduce key practices prevalent in business environment.
This report aims to analyse different communication theories, its features and present its application in the real-life scenario through research and in-class activities.


[bookmark: _Toc39325852]COMMUNICATION IN BUSINESS ENVIRONMENT
Communication in business is important for negotiations, explaining policies and for services by the employees.
Effective communication is made possible by management in businesses by:
· Getting feedback from the employees
· Promoting team working and connection
· Conducting cultural activities
· Understanding the needs and requirements of employees
The tone of conversation in business showcases the level of respect and the feeling of the person to the receiver.
Language in communication involves all sorts of things such body language, eye contact, tone of conversation, pace and pitch which demonstrates the nature of the person.
Businesses, for this reason, promote techniques for effective communication to maintain the level of professionalism in organisation.
These techniques involve non-verbal skills such as active listening, body language, eye contact, proxemics and personal awareness skills such as being confident, dressing sense, attitude towards colleagues.
Proxemics tells the personal space during conversations.
Kinesics is the study of body language in communication.
One of the techniques to promote communication in workplace used by businesses is to use SOLER.
SOLER is an acronym for the steps for the technique for actively listening to the communication. It signifies:
Sit straight – Be attentive to the conversation.
Open posture – Be open or receptive to the conversation.
Lean forward – Show interest to the communicator.
Eye contact – Be focused on communication.
Relax – Keep the communicator in a calm position.
[bookmark: _Toc39325853]MODELS OF COMMUNICATION
Many scholars have proposed different models for communication throughout the years. A few of which are:
· Lasswell’s Model (1948)
· Shannon and Weaver’s Model (1949)
· Berlo’s Model (1960)
· Charles Osgood's Model (1954)
· Schramm’s Model (1971)
[bookmark: _Toc39325854]Lasswell’s Model (1948)
· This model was first presented by political scientist, Harold D. Lasswell.
· Lasswell’s model represents communication in a manner of asking questions. Lasswell proposed asking the five questions to understand the components of the communication.
· Wenxiu P. (2015) has described it as “5W” Model of Communication.

[bookmark: _Toc39325844]Figure 1: Lasswell’s Model
Source: Author’s Work
· The aim for this model was to present a simplified model of basic communication.
· This model is generally applicable for forms of communication which addresses a mass or gathering (Wenxiu, 2015).
· Examples: Speeches, Campaign, Briefing.
[bookmark: _Toc39325855]Shannon and Weaver’s Model (1949)
· This model is also known as the transmission model.
· Al-Fedaghi (2012) stated that this model is more frequently attributed at the engineering level.
· It involves the transmission of a message in the form signal and thus, introduces the factor of noise addition.
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[bookmark: _Toc39325845]Figure 2: Shannon and Weaver’s Model
Source: Author’s Work
· The model do not, however, consider the possibility of feedback in its representation.
[bookmark: _Toc39325856]Berlo's Model (1960)
· This model is also known as the SMCR Model of Communication.
· David Berlo introduced the factors that may affect the individuals' ability to communicate in his communication model.
· Berlo’s model consists of four components of communication:
S – Sender
M – Message
C – Channel
R – Receiver
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[bookmark: _Toc39325846]Figure 3: Berlo’s Model
Source: Author’s Work

· These components further comprise several elements that dictates the effectiveness of communication between individuals.
· This model, however, did not consider noise in the system.
· This is a linear model and does not consider the feedback factor.
[bookmark: _Toc39325857]Charles Osgood's Model (1954)
· Charles E. Osgood, in his model, described communication as a dynamic process.
· His argument says that communication involves both sender and receiver and the messages are as such encoded, decoded, and interpreted.
· Here the sender and receiver interchange its role while communicating with each other (Tzeng et al., 2012).

[bookmark: _Toc39325847]Figure 4: Charles Osgood’s Model
Source: Author’s Work
[bookmark: _Toc39325858]Schramm’s Model (1971)
· Wilbur Schramm, in his model, presented two additional factors; feedback and noise.
· Feedback represents the response by the receiver to the message which contributes to how the message is perceived by the sender.
· Noise consist of the contamination of the message through any means which may provide hindrance in the effective transmission of the message to the receiver. Like language or cultural barriers.
· Schramm viewed communication as a form of a conversation between two entity, both equally participating in the process.
· This process of communication is cyclical where each process is repeated and the message gets modified in reference to that.
· This model emphasised the role of barriers of communication which may include value, belief or cultural background. This factor results in the unintentional noise in the communication.
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[bookmark: _Toc39325848]Figure 5: Schramm’s Model
Source: Author’s Work
Wilbur further viewed communication as a process of sharing of experience where each member is participating by bringing their own perspective and participating in the act communicating.
He further explained that the more is there common field of experience (Bigger Circle in fig. 5) between the two, more will the communication between them easier.
[bookmark: _Toc39325859]CASE STUDIES
[bookmark: _Toc39325860]ACTIVITY: Maria and Pedro
Pedro works on a building site and Maria is his wife.
One day Maria phoned Pedro.
‘Hello, Pedro, when you’re coming home, see if you can get me a chicken.’
‘Okay,’ replied Pedro.
When he got home, Pedro took off his boots and coat and went into the kitchen.
‘Maria, where are you?’ He said.
‘Here – in the sitting room,’ she said.
When Pedro went into the sitting room, Maria said,’ Where is the chicken?’
‘What Chicken?’ Asked Pedro.
The one I asked you to get on your way home.’
Oh, no! I thought you said when I come home, I will see you in kitchen!
(see appendix 1 and appendix 2)
I think Pedro misunderstood because he was working and he didn’t pay attention to what Maria said because of the environment.
The model of communication is Shannon and Weaver because it explains the situation. 
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[bookmark: _Toc39325849]Figure 6: Model for the activity of Pedro and Maria
Source: Author’s Work
From this model of communication, we can argue that there is a problem with the channel because of the signal and with decoding in the work environment. So, we can conclude that there was a noise in the workplace.
I think all this can be avoided by sending a text message. This will reduce the noise factor making it easier for the receiver to get the correct message.
I think we can avoid the miscommunication by using the same model but instead of a phone as a channel, we can use text message whilst removing the noise from the work environment.
[bookmark: _Toc39325861]CASE STUDY: Cultural/Language Difference
My friend working in a fast food restaurant encountered an interesting situation while taking order from an American customer.
The American customer, when ordering, asked for “fries and fish”. My friend went back and placed the order. When the customer received the order, he was confused as to why he did not receive the fries in the order. When asked by the customer, my friend replied that he thought that the customer meant to order “fried fish”.
When analysing the situation at first, I prompted to think that the barrier to the communication might be due to noise, work stress, or maybe just an effect of different accent.
This can be modelled by means of Shannon and Weaver’s model.
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[bookmark: _Toc39325850]Figure 7: Model for the Case Study
Source: Author’s Work
However, the key barrier in the case can be addressed to the fact that the dish in the UK is known as “Fish and chips”. So, when the customer ordered the dish, my friend failed to understand that the customer was asking for that specific dish.
So, this effectiveness of the communication could be enhanced if my friend was more familiar with the term “fries” which means the same in the US as “chips”.
This could also have been avoided if my friend has prompted the customer to repeat the order again.

[bookmark: _Toc39325862]CONCLUSION
· I think the Shannon and Weaver Model is mostly applicable in all forms of communication. 
· I can also conclude that Lasswell’s Model is more suitable for a situation of speeches and mass addressing since this model emphasises more on the sender and the message, rather than on the receiver.
· Forms of communication involving the one-on-one conversation or social situation are more fitting to the Osgood and Schramm’s Model as it involves feedback of the message and thus is more relevant in interpersonal forms of communication.
· I can also conclude that miscommunication happens when the noise factor is more and can be eliminated by using a medium having less noise as evident from the “Maria and Pedro” activity. 
· I can also examine that a conversation can be diverted to a particular tone by the influence of voluntary or involuntary body gesture as explained in Schramm’s Model. 
· The reason for the inability of having an effective communication from a new, unacquainted person can also be explained by the Schramm’s Model. Schramm’s model presented the importance of a common field of experience for effective communication.
· Finally, I can infer that the barriers to effective communication can be eliminated by removing the noise. This noise can be in the form of physical form as evident by the Pedro and Maria’s activity or it could be the cultural differences as indicated by the case study.
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MARIA and PEDRO

Pedro works on a building site and Maria is his wife.

One day Maria phoned Pedro.

‘Hello, Pedro, when you’re coming home, see if you can get me a chicken.’
‘Okay,’ replied Pedro.

When he got home, Pedro took off his boots and coat and went into the kitchen.
‘Maria, where are you?’ He said.

‘Here — in the sitting room,’ she said.

When Pedro went into the sitting room, Maria said, ‘Where is the chicken?’
‘What Chicken?’ Asked Pedro.

The one | asked you to get on your way home.’

Oh, no! I thought you said when | come home | will see you in the kitchen!

Q: Why do you think Pedro misunderstood Maria?
Q: Whose Model of Communication explains this confusion and why?

Q: How could this have been prevented?

Q: Whose Model of Communication explains how it could have been avoided?
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Sritts email English

1 Formal or informal?

ivr1°f|;rare|g°ing to write two emails on a similar topic, the first formal/neutral and the second
mal.

EMAIL 1

:rite u: a customer to tell them that the product/service they want is not available at the
loment.

Prepare the situation using the questions below. The information can be real or imaginary.
= What is your company’s business? What products/services do you offer?

« What is the particular product/service that you normally offer, but is not available at the
moment?

o Why?
* When is it going to be available again?
« Who is the customer that you are writing to? Why do they need your product/service?

= Are you going to promise any action, give additional information, offer help, or simply say
that you will tell them when the product/service is available again?

Now write the email in a formal/neutral style.

When you finish, work with a partner. Check each other’s grammar, spelling, punctuation and
style. Is everything clear, well-structured and easy to understand?

EMAIL 2

Write to a friend to tell them that you haven’t got something they want from you.
Prepare the situation using the questions below. The information can be real or imaginary.

« Who is your friend?

«  What item do they want from you?
Ideas: they want to borrow a book that you have; they want you to make a copy of aCD

that you have.

«  Why are you not able to give them this item at the moment?

Ideas: you have lent the book to someone else; your computer isn’t working to copy the CD.

» When can you give them the item?

= Are you going to promise any action, give additional information, offer help,
that you will tell them when you can give them the item?

or simply say

Now write the email in an informal style.

When you finish, work with a partner. Check each other’s grammar, spelling, punctuation and
style. Is everything clear, well-structured and easy to understand?

FOLLOW-UP

Exchange emails with a different partner.

Reply to the emails you receive, inventing any information necessary.
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Effective Team Working and Communication — Term 1
Tonoon BMSW4002
In-class exercise 1

Student Nam Student ID:

Time allocated: 1 hour. Please return your paper to the lecturer upon completion. It will be returned
to you at the next session. You will need to include a scanned copy of this exercise in the Jform 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
workers.
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