



1. Introduction to Communication theory and models 

According to Shannon and Weaver, (1949) the simplest communication models are composed from the sender, a message, the channel where it travels, and the receiver. Furthermore, the communicators censure the crowd for not tolerating a message, yet usually the sender, encoding cycle or channels picked were most certainly not applied effectively.
Following the model of Shannon and Weaver, it can be seen that the feedback part is missing from the process and without the feedback we don’t know if the receiver acknowledged or understood the message. 

This process has some barriers in achieving effective communication:
· The structure and the conveyed message have to be with a goal that capture the attention of the targeted audience
· Usual experiences between the source and objective
· Offer an approach to address character issues properly to the gathering circumstance, the collector is in at the time you need that receiver to react.

Following the understanding of Wilbur Schramm, (1983) about communication, we can see that he was very straight forward and that for him communication is only what people do every day and that there is not a specific meaning in the message other than what people put into it. His words about communication were “To understand human communication process, one must understand how people relate to each other”. As it can be seen, Wilbur Schramm perception of communication is different that Shannon and Weaver, for him the process is an easy one, not complicated and easier to understand. 

Apparently in 1984, changes had been made to the Schramm model of Communication, he introduced into the model, the concept “relationship” and how the relationship will affect the Communicator A and B. Remembering the social condition for the model and taking note of that it will impact the casing of reference of both Communicator A and B.

I understand that there is different author’s that perceive the communication models differently and also shows us the effect and barriers. 



For instance, Walter Lippmann, (1978) thinks that the barriers to an effective communication are: 

· Counterfeit oversight. 
· Guards in the media
· Contracting news opening 
· Impediment of social contact. 
· Insufficient opportunity for focusing.

Walter Lippmann also has the solution to overcome this barrier: 

· Clarity
· Continuity
· Credibility
· Capability
· Content
· Channels
· Context (Walter Lippmann, 1978)

The Hawthorne effect is suggesting that not always we need words to communicate. This theory says that sometimes the facts speak for the words that should be said or for the words expected. An example that the Hawthorne gave was that an organization was not affording to increase the wages, instead what they did was renovating the work space, as a result the employee efficiency increased. The message that was communicated to the employees after was “We care”, so as you understand there are different ways to communicate and how the receiver is perceiving the message. 

A theory that makes us think that mass media has a real power upon people is called Agenda-Setting Theory. This theory was first introduced by McCombs and Shaw (1993) and it tells us that media makes people what to think in broad terms, but moreover how to think about specific items and they how to perceive them. So, as you can understand media is shaping people’s mind in the way that is convenient for them. 

Another theory that was adopted in the world of communication is the Diffusion Theory which was introduced by Rogers, (1962). Following Rogers concept in regards to this theory, says that is a process in which new idea are adopted or rejected, people are prisoners of their environment and also says that people do not like changes. 

The Diffusion Theory helps us understand and also explains that why you can't achieve significant change in a short time, why you can't achieve significant change through the news media as it were, what sort of relational correspondence is best in achieving significant change.
Furthermore, the Diffusion Theory stresses why channels of relational correspondence are the best, why Informal exchange is significant in dissemination, we need focused on crowds to discuss what they are perusing in the papers or on the web, or are seeing on TV.

In the process of the Diffusion Theory there are five stages:

· Awareness—Individual is aware of “it.”
· Interest—Wants to learn more.
· Evaluation—Asks others for feedback.
· Trial—Uses a sample, etc.
· Adoption—Now a user/believer.  Rogers, (1983)

There are five classifications of people in this theory:
· Innovators
· Early adopters
· Early majority
· Majority
· Non-adopters. Rogers, (1983)

In conclusion the diffusion theory teaches us to make sure to be delicate to customs and qualities-change is acknowledged when it bolsters these. 
Stay mindful of how long the cycle can take.  Use dispersion cycle to oversee change.  Figure out how to perceive where crowds are all the while. Comprehend what kind of correspondence works best and when.


2. The importance of communication in the workplace

There are two types of communicate that can be used in the workplace:

· Verbal Communication
· Non-Verbal Communication 




Verbal Communication

Verbal Communication referrers to the words that can be spoken and written.  Often verbal communication is confused as being referred to spoken however this is referred to words, written or spoken. 
In order for us to be understood by the receiver the words have to be spoken with clarity, relaxation, sincerity, eye contact is very important as well. All this being said it is very important how we communicate our thoughts as this is what makes the communication more effective. 

Non-Verbal Communication 

(Quintanilla and Wahl in Maund et al, 2017)

Non-Verbal Communication is mostly about body language, and all the ways of how we make ourselves understood without the use of words.  The body language like nodding the head, facial expressions, eye movements, gestures, all these can make interpretation for people to understand what we want to say, the expression “a facial expression is worth a thousand words” is very true. 

Furthermore, communication is very important in an organization. It can lead the business to a permanent success.  Having a good communication, it also decreases the conflicts, develops good relationships between the business and clients, it creates a good team effectiveness and employee engagement. 
Following the case study “A day with the chief” adapted from Quintanilla, K.M and Wahl, Chapter 4, it can be understood that a lot of body language was involved from Mrs Brown, by nodding her head in understanding, Mrs Brown presents a different kind of character in front of the staff, she is very reserved and she prefers being distant and make the organization a successful one. She immediate presents the issues of the London Office however she has not communicated accordingly to Mr Mark in regards to how the issued can be fixed. What I understood from this case study was that verbal communication was used however the organization lack in communication and as a result it decreases employee effectiveness and engagement. A recommendation would be that proper communication to the staff and expectations being communicated will help the business in the future, maybe weekly meeting discussing personal needs for the staff, explaining what is to be expected from them, would make a huge difference in personnel engagement. 
 

Training is an important factor in a business. Having trained staff, it can better connect the business and its clients. For instance, if in a business only a few staff are trained to do a certain job then when that person is missing the rest of the staff won’t be able to resolve potential complaints or paper work. In every business their different departments, however it is very important that every department to be trained in case of covering someone. When employees are trained properly they can better communicate and connect with others. 

3. Poor communication in my workplace. 

Working as driver in a busy transport company isn’t always the best communication when it comes to do certain collection or deliveries. Sometimes I finish my deliveries early and start doing collections, most of the time when I arrive at the collection point, I find out that there is another driver in area much closed then I was, who could easily do the collection but the operations team haven’t figured out that on time, and forgot to communicate about it. There are times when I am at the same collection point with another driver collecting the same items, and then I call back the office and ask them what happened, the answer most of time is that they either forgot or forgot to communicate the issue. As you can see, this communication problem persists at my workplace, there was no improve, and really makes our lives difficult in a way sometimes. A recommendation would be following the vertical communication more specifically the downward communication (Weihrich, Koontz, 1993), this style adapts authoritative management, the communication flows from management to workers and the way may be oral, written or electronic, a suggestion could be that meetings to be held every morning, sharing the information, communicate what is expected from us, and the employees communicating their expectations from the business, explain their needs, and ask for solutions in order to avoid conflicts. 

4. Case study analysis: The Cost of Poor Communication

The case study of T M Georges “Analytical Writing for Science and Technology” makes us understand that poor communication in any organization is not something to overlook. In the business industry poor communication cost billions annually, and no one knows exactly why, and how much it costs. Apparently ineffectively worded or careless messages, indiscreet reading or following guidelines, records that go unread because of helpless structure, introducing erroneous data, messy editing, these models bring about unavoidable expenses. The issue is that these costs aren't typically remembered for the corporate accounting report toward the finish of every year, so frequently the issue stays unsolved. The waste brought about by loosely worded guidelines or directions, confusing messages, indulgent updates, equivocally composed agreements, and different instances of helpless correspondence isn't as handily well-known as the misfortunes brought about by an extension breakdown or a flood. Be that as it may, the misfortunes are similarly as genuine in diminished efficiency, failure, and lost business. In more close to home terms, the misfortunes are estimated in sat around, work, cash, and eventually, proficient acknowledgment. In outrageous cases, misfortunes can be estimated in property harm, wounds, and even passing.

To find the  solutions to poor communication in the business world, it is not something easily fixed. I order to find the solution the leaders must first find out what is going on and what action is to be taken. 
There a few ways of measuring and fixing the poor communication:

· Identify the issues and the area for action
 
We can comprehend perspectives that exist and the degree of correspondences breakdowns, which feature the issues that should be illuminated. Progressed measurements help us realize where to begin to have the most effect or improve a particular result. This permits associations to focus on the most basic territories to address regardless of whether it's a particular trait, for example, practicality or fulfilment, or an open door, for example, how bosses convey permitting you to be more prescriptive and improve results quicker. (D. Grossman, 2019)

· Create a baseline

If the level of effective communication is serious enough then you need a standard from which to quantify progress and achievement, which originates from an underlying evaluation of issue territories. This benchmark gives the premise to looking at future examination so you comprehend what's functioning admirably and where to adjust systems going ahead. (D. Grossman, 2019)

· Make smart decisions

Estimation can show the numbers behind your endeavours, archive progress and assist pioneers with seeing how and for what reason to settle on shrewd choices that will at last assist you with accomplishing your business and interchanges results. It can likewise construct and additionally strengthen your case for assets  the two individuals and dollars. (D. Grossman, 2019)

· Customer’s needs are being met

Communication measurement can see whether workers have gotten and perceived key messages you need to deliver, or potentially if the channels you're utilizing are successful at sending those key messages. The outcomes can assist you with adjusting and centre future correspondences, while likewise strengthen to workers that you care enough and make a move on their criticism.


· Drive responsibility

In the end, the things that get measured is what gets done. In the event that leaders and administrators realize they're being judged on communication actions, they'll begin focusing on how and when they connect with representatives. 

In conclusion communication measurement is a magnificent method to survey where communication works - and doesn't work – inside the companies this tool can help getting the board and the organization right back on spot and connect more effectively with employees. ( D. Grossman, 2019)
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(CEO), Alana Brown. He had heard people describe Mrs. Brown as the Wicked Witch of the West
because of her rough way of speaking to people and her quickness at dismissing employees who do
ot please her. They had also sid that she never smile, doesn't make eye contact and doesn't like

. people starting up a conversation.

Although Markis excited to be going to California, he is nervous about meeting Mrs. Mills. He
doesn't know what she would talk about or how she might treat him. After all, he is just a salesman
and she is boss of a multinational corporation. She would obviously want to know about his sales
strategy and how he succeeds in convincing people to buy their computers. His friends at work had
said that she might even promote him

He arrives in California and is taken from the airport by a company car to the company’s offices,
‘where he is met by Mrs. Brown's secretary, who takes him in to see her. Mark's mouth is dry, and he
is trembling as he enters the large office. He is shocked when he sees a small woman sitting behind a
large desk, smiling at him with friendly eyes. She stands up, shakes his hand and asks him if he had a
good flight. He nervously says that it was good, and he waited for her to invite him tosit.

“Would you like a cup of tea or coffee ~ maybe 2 glass of water?” Asked Mrs. Brown.
‘Nothing just yet,’ he stammered.

Please have a seat, she said smiling. I have been looking forward to meeting our top salesman.’

Mark smiled. Mrs. Brown was nothing like the witch they had said she was.

She asks him many questions about how he approaches his work and how he gets people to buy
their products. She also wants to know how the company fits in with his own professional goals. He
begins to feel more and more comfortable because these are things he knows and had rehearsed
over and over in his mind.
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