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[bookmark: _Toc48762393]Introduction
Communication and teamwork are some of the most crucial components of success in modern organizations. Communication lays the foundation for carrying out organisational activities, operations and functions effectively and efficiently (Arnold and Boggs, 2019). Acknowledging the significance of communication within workplaces, this report has been presented with a detailed discussion on the different models of communication and the relevant communication skills, drawing references from practical scenarios. 
[bookmark: _Toc48762394]Models of communication
While communication can just be an exchange of words and ideas, but in the organisational context, it is more defined, structured and goal-oriented (Babatunde, 2013). Organisational communication is defined as the exchange of information to promote the goals, objectives and activities of the organisation. It is aimed at achieving the desired performance outcomes. For instance, business communication helps improve the profitability of the organisation by ensuring impactful interactions (Baumann, 2016).
Over the years, many different variations of the models of workplace communication have been discussed in different literature. Shannon-Weaver model of communication is one of the earliest and the simplest models of communication, which illustrates a linear flow of message from the source to the intended receiver (Beisler, Scheeres and Pinner, 1993). This model identifies four parts involved in an interaction- the sender, the message, the channel and the receiver. However, in modern workplace contexts, this model has limited implications as it mainly describes the verbal one-way interactions between a manager and an employee (Blizard, 2012). 
Schramm’s Model of Communication illustrates the process of exchanging messages in which coding and decoding play a crucial role (Blizard, 2012). Encoding refers to the process of transforming thoughts or ideas into meaningful and comprehensible contents. Whether the communication is done directly face to face or if it is done indirectly through a medium, encoding ensures that the sender of the message shares his/her idea in a meaningful way for the receiver to understand, whereas, the receiver would be able to decode the message properly to understand the meaning of the message (Chen and Wei, 2020). 
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Figure: Schramm’s model of communication (Chen and Wei, 2020)
The coding and decoding process is often influenced by the noise factors (factors within the surroundings changing the meaning of the message) or by the sender’s inability to put own ideas into words properly (Djunaedi et al., 2020). This model also suggests that a message that is not received with feedback, can be considered as an incomplete message. However, this might not be the case in all scenarios in real life (Hills and McLaren, 1988). 
Barnlund’s (1970) transactional model of communication is a more complex and complete model of communication, which describes the simultaneous exchange of messages between individuals, in which both parties are constantly involved in the process of encoding and decoding the messages. The role of channels and the noise factors (barriers to effective communication) are also discussed in this model more elaborately (Hills and McLaren, 1988). 
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Figure: Barnlund’s (1970) transactional model of communication 
As it can be seen from the illustration above, the communicator encodes a message- the process which is influenced by the communicator’s attitude, culture, knowledge, gender, occupation and feelings- thus, the message is sent to the target recipient via a channel (Hills and McLaren, 1988). The same way, the recipient’s decoding of the message will be influenced by internal factors such as culture, values, attitude, knowledge, occupation, gender etc. For example, in business communication, the customer facing staffs are required to have adequate cross-cultural awareness so that they don’t send the wrong message to a customer from a different cultural background. Thus, interactions take place between individuals in an interaction way (J., 2014). The factors of the surroundings or the use of specific channels lead to noise factors effecting the exchange of information and message (Anitha, 2014). For example, when the communication is done through cell phones, the network connection or the sound quality of the devices could affect the encoding and decoding of the message, thus, changing their meaning for the recipients (Arnold and Boggs, 2019). Therefore, formal communications should usually be done through emails and texts. 
[bookmark: _Toc48762395]Communication in collaborative workplaces
As mentioned earlier, communication and teamwork are vital to organisational performance in modern workplace scenarios. Businesses nowadays operate in highly competitive industries, which is why they have become more reliant on information-based decision making and responsive interactions at workplaces (Arnold and Boggs, 2019). Collaboration and coordination across different levels of the organisation help create and sustain a team culture, which contributes to gaining competitive advantage and synergic benefits in shaping performance (Worth, 2004). 
A collaborative workplace features adequate interactions across upwards, downwards and lateral channels. Upwards communication, for example, is the flow of message from the staffs to the management. The staffs provide the managers with operational information which they gather from their activities at the workplace (Worth, 2004). Downwards communication involves the flow of message from the management to the staffs. This is also defined as strategic communication since the managers inform the staffs about the visions, goals, and strategies that need to be carried out by them (Ward, 2020). Lateral communication takes place between employees within the same hierarchical position within the organisation as they assist each other with relevant information and data to keep the process and procedures to function properly (Titang, 2013).
[bookmark: _Toc48762396]Effective communication skills
When working collaboratively with others, individuals share responsibilities and ownership of the tasks which require them to maintain effective open communications (Javed, 2017). This requires effective communication skills, which feature the ability to identify the noise factors in the environment, the use of proper channels for interactions, cross-cultural awareness, and the ability to put ideas and impressions in meaningful words and engaging nonverbal interactions (Hills and McLaren, 1988). 
The three domains of effective communication skills are verbal communications, nonverbal communications and written communications (Djunaedi et al., 2020). In the organisational context, each type of communication skills is relevant and have significant implications for workplace interactions and functions. For example, studies suggest that verbal communication are more likely to lose substance when not delivered without meaningful gestures and postures. Also, the formal exchange of information and the managerial directions are often more affected by noise factors when they are not done through written communications (Chen and Wei, 2020). 
In diverse workplaces and the interactions with customers, cross-cultural awareness, effective listening, empathy, and use of formal tone for communications define the effective interpersonal skills (Beisler, Scheeres and Pinner, 1993). Studies suggest that effective communication skills have been considered as one of the key factors for evaluation that employers consider when they hire new employees (Blizard, 2012). 
[bookmark: _Toc48762397]Practical case studies of effective communications
One of the case studies that I have recently reviewed was that of AT&T network. The organisation employs over 75,000 employees, who work at different technical and professional areas and organisational functions. One of the recent problems facing the organisation was the ongoing conflicts at the Engineering and Operational division at the company (Ward, 2020). The division was facing performance issues, and the talks of downsizing and business process reengineering had kept the staffs under stress and confusion. The ongoing conflict affected the performance dropping the productivity by 55% (Ward, 2020). Union stewards and HR managers were constantly dealing with time-wasting complaints. The evidence of poor communication is obvious in this case study (Worth, 2004). How they managed to solve the situation is also interesting and provides insights on the importance of effective communication skills and the need for communication training at workplaces. 
The organisation had hired a professional HR agency for carrying out coaching and training sessions to improve the communication, interpersonal, conflict management, negotiation, team working and change management skills among the staffs and supervisors (Titang, 2013). There were around four skill-building sessions, which had been attended by all members of the staff team. The employees were asked to hold open discussions on task ownership and individual responsibilities (Javed, 2017). The training enabled the staffs to focus on the technical environment and projects at hand. Introduction of mobile intranet facilities helped improve interactions across the workplace as well (Chen and Wei, 2020). After the completion of the project, the performance improvement was evident from the statistics. Workplace conflicts had dropped to 51% and labour grievances were also down by 67% (Djunaedi et al., 2020). The workplace experienced an increase in productivity, accountability and employee morale.
After studying the case study in more detail, I understood that communication plays a crucial role in the management of workforce (Chen and Wei, 2020). The study indicates how poor communication and the lack of structured interactions affect organisational performance. The findings of the case study also helped me understand how proper interactions or communications can quickly improve the performance dynamics, proving that it is the lack of effective communications that causes the performance and productivity issues in the first place (Baumann, 2016).
[bookmark: _Toc48762398]Evidences of poor communication
Examples of poor communication can be noticed from one’s regular interactions at workplace or university. Referring to a recent workplace scenario, at one instance, the departmental manager in the retail organisation that I was working for, had organized a formal meeting of the sales staffs, and I was a part of it (Arnold and Boggs, 2019). The manager asked the sales team to complete the weekly report by the weekend, however, he did not send us any email detailing the roles and responsibilities, and neither was there any confirmation of the reporting guidelines. This had caused some issues among the sales team as they started to work on it (Anitha, 2014). We allocated the tasks among ourselves in a disorderly manner, which caused coordination problems. Also, because the manager forgot to confirm the task through an official email, this led some of the team members to think that the task was not officially delegated, while some were unsure about the deadline for submission (Babatunde, 2013). As the weekend had approached, much of the report was still incomplete. For this, the department head had criticized the response of the sales team in this situation. Moreover, there were many errors in the report, and some parts of it were repeated several times (Chen and Wei, 2020). This is an example of poor communication. If the supervisor had previously delegated the roles and responsibilities clearly; and informed the details of the task through email sent to the sales team, then the scenario could have been different. This shows that official tasks need to be delegated formally, through proper written communication, and when assigning a group project, the roles and responsibilities need to be clearly informed (Djunaedi et al., 2020). This also shows how leadership plays an important role in workplace communications, and how the lack of directions and guidance can lead to productivity and performance issues (Javed, 2017). 
This case study also shows the importance of Tuckman’s group dynamics theory and Belbin’s team role theory for effective collaboration at workplace (Javed, 2017). Tuckman’s group dynamic theory suggests that teams should be formed upon addressing the distinct behaviours that team members could demonstrate at the different stages of the group development. At the formation of the team, the leadership role should be clearly assigned and approved by others (Ward, 2020). This helps reduce confusions and anxiety at the norming stage of the team development. When assigning roles and responsibilities among the team members, Belbin’s team roles can be followed (Javed, 2017). In the given case, if we had assigned one of the team members to gather relevant information, whereas the leader would assume the responsibility of delegation and coordination. At the performing stage of group development, the team members could have worked on the report without any disruptions or conflicts among themselves (Worth, 2004). 
[bookmark: _Toc48762399]Conclusion
It is important for both the employees and the managers to maintain a structured communication in the workplace for effective performance at work. Evidences from numerous studies and cases prove that communication does play a vital role by contributing to the goals and objectives of the organisation. The report delivers a detailed understanding of the different models of organisational communication, and the importance of effective communication skills, which should be useful for enhancing one’s professional knowledge. 
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©Ongoing communication issues and
conflict impact productivity - Christie

Ward's workshops decrease grievances By
by 66%

CHALLENGE: Throughout AT&T's Network
Engineering & Operations division,

communication issues had devolved into ongoing confiict. The division was in the
midst of re-engineering and downsizing; stress soared and tempers flared. Instead
of resolving their differences, employees filed complaints. As the confiict soared,
productivity dropped. Plus, HR managers and union stewards were overwhelmed
with numerous time-wasting complaints.

SOLUTION: A “deep” project, Christie facilitated  series of 4 Skill Builders classes
for all 500 employees over the course of 3 year. Everyone attended, including the
top leadership, managers and supervisors, and individual contributors (both union
2nd non-union).

In her trainings and one-on-one coaching sessions, Christie taught effective
communication skills, confiict management, individual style dimensions,
expectations, team dimensions, resiiency, and change management.

In addition, Christie led frank and open discussions on individual responsibilty and
the importance of dealing with interal issues in 2 reasonable way - instead of
filing complaints. In these highly interactive workshops, participants learned (and
practiced) communication tools that empowered them to resolve issues on the
spot. This training enables employees to stay focused on the project at hand, which
is critical in 3 technical environment.

RESULT: The statistics speak for themselves. Based on  company survey at the
conclusion of the trainings, Christie’s facilitated training solution resulted in:
6% fewer union/labor grievances

50% reduction in work group confiicts

An overall increase in effective communication, individual accountabilty, and
improved morale (Read full testimonial letter).




