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[bookmark: _Toc24241317][bookmark: _Toc70374599]Introduction
[bookmark: _Toc24241318]Communication is the way of exchanging information using a specific set of symbols, signals, signs, or behaviors.  Communication is a crucial factor that helps an organisation to improve its employee performance. Poor communication can create barriers to employee productivity. And this is why companies seek out employees with excellent communication skills, since organisational success is dependent on members who are actively involved in order to accomplish specific goals. However, I have been working as an account executive in a Superdrug store for over two years. So, based on my own experience, I choose Superdrug to evaluate communication pathways. In the first part of the report three communication models are discussed: the Berlo model, the Schramm model, and the Shannon and Weaver communication models. Later, portion is discussed about skills of communication. Lastly, I discuss the ways by which Superdrug interacts with its employees and how the company can strengthen its workplace communication for further improvement.

[bookmark: _Toc70374600]Models of communication 
An organisation's most valuable resource is information. Even so, lacking adequate collaboration of this information would be worthless. Such information can only be useful to others if it is successfully managed with maintaining proper communication. Here, three different models are discussed to understand communication more clearly.
[bookmark: _Toc70374601]Berlo’s Communication Model 
Sender, message, channel, and receiver are the four components of Berlo's SMCR communication model which was introduced by David Berlo in 1960 (Miller and Berlo, 1960). According to the model, communication quality is primarily determined by factors that specifically influence communication components.
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[bookmark: _Toc70370145]Figure 1: Berlo’s Communication Model
Source: (Miller and Berlo, 1960)
1. Sender: The sender is known as the person or origin of the message who would deliver it to the receiver. Several factors, such as communication skills, personality, experience, social structure, knowledge, culture and history can influence the sender's communication dimension.
2. Message: The material which the sender sends to the recipient is referred to as a message. It can be text, sound, email, visual, or any type of content. The main factors influencing the message in the process of communication including content, element, treatment, structure and code. 
3. Channel: The means by which the message is sent is referred to as the channel. Technological devices, such as mobile, the website, as well as other communication tools, is being used as a medium of mass communication. However, in regular conversation, a human being's five senses function as the communication channel.
4. Receiver: The person who receives the message delivered during the process is known as the receiver. For communication towards being efficient, this model assumes that the both the sender and receiver's thought style, along with all of the other factors listed above, need to be in synchronized. If the recipient and provider are not alike, the message will not achieve the desired result. The receiver must also be an excellent listener.  
This model, however, has certain shortcomings. There is no explanation of noise or barriers but that has a significant effect on communication. Furthermore, the model doesn’t show any existence of feedback, despite the fact that it is an important part of the communication flow. It's just a liner communication system without getting any feedback, and therefore model can't become an appropriate communication method.

[bookmark: _Toc70374602]Schramm Communication Model 
Wilber Schramm introduced the Schramm communication model in 1954. Coding and decoding seem to be the two fundamental stages of efficient communication, as per Schramm's model (Schramm, 1948). 
[image: ]
[bookmark: _Toc70370146]Figure 2: Schramm Communication Model
Source: (Schramm, 1948)
The receiver of the message, according to Schramm, must have the ability to interpret the message that is sent from the sender. If he\she becomes unable to interpret or decode the information, the message becomes ultimately worthless. The model also mentions that communication can't be done and remain incomplete until the sender gets responses accordingly from the receiver. Communication, according to Schramm, is a two-way method between two or more parties. The receiver seems unable to provide further feedback or to interpret the message by influencing such factors such as cultural differences, religions, or beliefs may define a message in various forms.
It can be seen that this model does not have any discussion regarding noise or barriers which is the drawbacks of this model. Besides, Semantic obstacles are disadvantages such as perceptions, culture and values that influence how a message is transmitted and received between sender and receiver.

[bookmark: _Toc70374603]Shannon and Weaver Communication Model 
The Shannon Weaver model was firstly introduced in 1948 (Shannon, 1948). The model's main benefit is that it explains how messages get lost and corrupted during the communication phase. The model is discussed in the following steps; 
[bookmark: _Toc38842784]
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[bookmark: _Toc70370147]Figure 3: Shannon and Weaver communication model
Source: (Burks, Shannon and Weaver, 1951)
1) Sender (Information source): The person or object, or thing – any information source who wishes to exchange information with others is known as the sender (Burks, Shannon and Weaver, 1951).  Sender needs to encode his or her emotional response or thoughts into words and then select the medium by which the message will be sent to the intended recipient. It should be the sender's duty to ensure that the recipient receives the complete and accurate information sent. 
2) Encoder (Transmitter): In this stage, the sender converts his/her message or idea into a machine-readable format. It relates to the device or person which is needed to convert message into signals or binary data.
3) Channel: The medium that transports information from the source and function as a transmitter towards the decoder and recipient is referred to as the communication channel.
4) Noise: Noise affects a message when it moves from the source to the recipient, causing a malfunction in the communication process. It may be caused for the poor network system, the atmosphere, or the individuals who impede the message from reaching the intended recipient as it was sent. However, the bottom line is that noise isn't always present in the communication phase.  
5) Decoder: A decoder is a device as like the encoder that converts the binary digits or symbols into a format that the recipient can understand.
6) Receiver (Destination): The person who receives the message from the information source or the sender is known as the receiver. 
7) Feedback: After receiving the message, the recipient must then have to give feedback in accordance with the message. Instead that, communication remains incomplete.   
This model of communication seems to be more appropriate than the other two models described earlier. It relies mainly on two-way conversation and receiving feedback from the recipient (Al-Fedaghi, 2012). Furthermore, the framework discusses how noise can be reduced in order to improve connectivity.
For example, one day the chairman of our department sent a mail via phone to us about a meeting to discuss about our new business strategy. However, due to a network problem, we were unable to receive the whole message. The mail arrived as follows:
Chairman: We have a meeting in the office conference room (“sharp at 10 a.m. for our upcoming business plan” that was missing due to phone network noise).
Sender: Chairman
Encoder: Mobile phone
Channel: Mobile network
Noise:  Phone network disruption
Decoder: Mobile phone
Receiver: Workers
Feedback: At what time? (Worker’s reply of the mail)


[bookmark: _Toc70374604]Explanation of different skills of communication 
Communication is essential for obtaining the best results from teamwork and there is no way to avoid it in the workplace. To be successful, workers must need to have both verbal and nonverbal communication skills as outlined below:
Verbal Communication skills: Verbal communication skill refers to having knowledge to communicating with others through the spoken and written form by applying words or speech, and it is the simplest and easiest form of conversation (Vogel, Meyer and Harendza, 2018).  People commonly use written forms of communication for formal contact, such as emails, letter or SMS. Oral communication refers to spoken terms such as face-to-face communication, video calls, voice chat and phone communication, many of which are often used for casual communication.
Non-Verbal Communication skills: Nonverbal communication skill entails delivering and getting messages without using words or speech, and it has a massive impact towards our verbal communication. Specific feelings, emotions, and even attitude are all expressed through nonverbal communication. To avoid confusion as well as misunderstanding among workers, managers must have nonverbal communication skills such as positive facial expression, voice tone, manner of speech, movement, eye contact, expression, active listening, empathetic listening, and so forth. Employers who may not able to maintain eye contact with workers while speaking, for example, can create the impression that workers are unimportant. Thus, workers become discouraged and their productivity drops. That’s why employers need to be cautious towards nonverbal communication aspects.
 

[bookmark: _Toc24241319][bookmark: _Toc70374605]Different ways of communication in context to Superdrug 
An organisation's communication system has always played a key role in terms of completing effectively its daily business operations (Choren, 2015). As an account executive of Superdrug store, I'll reflect how our employers deal with us in the following ways:
Ensuring friendly atmosphere: The workplace in which the organisation operates must need to have a friendly atmosphere. This greatly aids in the development of strong team towards effective teamwork. Employers should be cautious about minimizing employee dissatisfaction by maintaining a constructive relationship with them. And, Superdrug continues to work hard to maintain a friendly environment. It allows us to share our ideas and views among our coworkers and also with senior management team. Furthermore, our director of the accounts department is very responsive towards employees. As a result, we are able to speak with him personally about our problems.
Taking employee’s feedback: Communication is more than just delivering information; it often requires the sender to pay attention to the viewpoints of others (McFarland, 2017). Employees who are able to express their emotions or thoughts are become more empowered and confident, which increases their job performance. So, employers must be an active listener in order to ensure a strong working platform. Workers get frustrated if their leaders do not listen enough, and this has a negative impact on their job efficiency. Managers at Superdrug are known for paying close attention to their employees. As a result, workers may feel that they really are a valued resource to the company and so employees are also attempting to supply quality performance.
Arranging training program: Training programs are indeed an effective communication tool that provides existing and new employees with specific job-related skills. Training programs also ensure that each new goal is well-understood by the employees. Employees may also communicate individually with their superiors through training sessions. Superdrug offers training and development programs after hiring new employees and also for existing employees if required. It enables the workforce to perform efficiently by providing them with the necessary knowledge and skills.



[bookmark: _Toc70374606]Ways to improve communication in Superdrug
Though employers at Superdrug emphasis on maintain a good communication system in the workplace but there have some areas which need to improve to make the communication system more effective; 
Giving clear information: Employers must need to deliver clear and relevant information among their employees. As a result, employees become able to determine their own activities. Regardless of getting proper information about any tasks, employees can never be successful at their jobs. That may also have a negative impact on organisational productivity. Sometimes employers at Superdrug do not deliver detailed information on their activity regarding the tasks. As a result, employees face problem to carry out their responsibilities in accordance with the organisation's needs. So, employers at Superdrug should focus on giving clear information among their employees.
Listening actively and being empathetic: Employers must need to listen carefully to what their employees want to say (Waldron and Kassing, 2015). This is crucial in workplace communication. Furthermore, listening shows respect and can help employers to find a solution about an issue. But sometimes managers at Superdrug does not listen employees carefully and act like they do not give importance what an employee is saying which creates dissatisfaction among employees. So, this manner should be changed to enhance employee productivity.   
 

[bookmark: _Toc24241322][bookmark: _Toc70374607]Conclusion
A strong communication system can help workers collaborate more efficiently. Any organisation can increase the workforce's productivity by implementing an integrated communication system that incorporates both verbal and nonverbal communication practices. This encourages employees and employers to have a positive working experience. As a result, the workforce would be able to complete their tasks quickly. Superdrug's communication system is well-managed in this case. Superdrug's powerful networking infrastructure also allows it to gain a competitive edge in strengthening their position. But some improvement should be needed like giving clear information, listening actively and being empathetic to boosting their employee engagement. 
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