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[bookmark: _Toc123629843]Introduction:
Communication is the exchange of thoughts, messages, or information as by speech, visuals, signals, writing, or behaviour. It is an essential part of our daily lives and is especially important in the world of work. Effective communication allows us to collaborate, build relationships, and achieve goals. However, there can be barriers to communication that can distort or block the message, such as language barriers, physical barriers, cultural differences, or misunderstandings. Poor communication can lead to misunderstandings, conflicts, and negative consequences in the workplace.

[bookmark: _Toc123629844]Models of Communication:
There have been several models of communication proposed by scholars over the years. These models can help us understand how communication works and how to improve it.

Shannon and Weaver 1948/49:
The Shannon and Weaver model are one of the earliest and most influential communication models. Mathematician Claude Shannon and philosopher Warren Weaver developed it in 1948. According to this model, communication consists of a sender, a message, a channel, a receiver, and feedback. The sender encodes a message and sends it through a channel, such as speech, writing, or electronic media. The receiver decodes the message and provides feedback to the sender. This model focuses on the transmission of information and assumes that the sender and receiver share a standard code or language.

Schramm 1954:
Wilbur Schramm developed the Schramm model in 1954. It is similar to the Shannon and Weaver model, but it adds the concept of noise or interference that can distort the message. Noise can be external, such as background noise or distractions, or internal, such as the receiver's emotions or biases. The Schramm model emphasises the importance of overcoming noise and ensuring that the receiver understands the message.

Berlo 1964:
David Berlo developed the Berlo model in 1964. It is also known as the SMCR model for the sender, message, channel, and receiver. However, the Berlo model adds the concept of context, which includes the culture, social norms, and expectations of the sender and receiver. It also adds the concept of communication skills, which include verbal and nonverbal skills, listening skills, and problem-solving skills. The Berlo model emphasises the importance of adapting communication to the context and using effective communication skills to ensure that the message is understood and effective.



Communication Skills:
Effective communication requires a range of skills, including verbal and nonverbal skills, listening skills, and problem-solving skills.
Verbal skills:
Verbal skills refer to the use of language to communicate. They include speaking clearly and concisely, using appropriate language and tone, and using active listening techniques, such as repeating or paraphrasing what the other person has said.
Nonverbal skills:
Nonverbal skills refer to the use of body language and other nonverbal cues to communicate. They include facial expressions, eye contact, gestures, posture, and tone of voice. Nonverbal skills can enhance or contradict the verbal message, so it is important to be aware of and use them effectively.

Listening skills:
Listening skills refer to the ability to pay attention to and understand what someone is saying. They include paying attention, asking clarifying questions, and avoiding distractions. Good listening skills can help to build trust and improve relationships.

Problem-solving skills:
Problem-solving skills refer to the ability to identify and solve problems. They include analysing the situation, generating possible solutions, evaluating the pros and cons of each solution, and implementing the best solution. 

Attitude:
Attitude refers to a person's feelings and opinions about something. In communication, attitude can influence how a message is received and interpreted. A positive attitude can lead to open and effective communication, while a negative attitude can hinder communication and create conflicts.

Knowledge:
Knowledge refers to a person's understanding and familiarity with a subject. In communication, knowledge is important because it helps the sender and receiver to have a shared understanding and context for the message. With sufficient knowledge, communication can be clear and effective.

[bookmark: _Toc123629845]Examples of Poor Communication in the Workplace:
There are several examples of poor communication in the workplace that can lead to misunderstandings and negative consequences:

· Miscommunication can occur when the sender and receiver have different interpretations of the message due to misunderstandings, language barriers, or cultural differences.
· Lack of clarity can occur when the message needs to be clearer and concise, leading to clarity or misunderstandings.
· Lack of attention can occur when the sender or receiver needs to be more focused or paying attention, leading to missed or incomplete information.
· Lack of respect can occur when the sender or receiver is disrespectful or rude, leading to conflicts and a breakdown in communication.
· Lack of listening: This can occur when the sender or receiver needs to actively listen, leading to misunderstandings and a lack of understanding.




[bookmark: _Toc123629846]Communication skills:

Verbal Skills:
Verbal skills refer to the use of language to communicate. They include both spoken and written communication, and involve the choice of words, tone, and pitch.
In the workplace, it is important to use clear and concise language to ensure that the message is understood. Using jargon or technical language that the listener may not understand can hinder communication. It is also important to use an appropriate tone and pitch, such as avoiding a monotone or speaking too loudly or aggressively.

Nonverbal Skills:
Nonverbal skills refer to the use of body language and other nonverbal cues to communicate. They include facial expressions, eye contact, gestures, posture, and tone of voice.
In the workplace, nonverbal skills can enhance or contradict the verbal message, so it is important to be aware of and use them effectively. For example, maintaining eye contact while speaking can show confidence and attentiveness, while crossing your arms or avoiding eye contact can convey disinterest or discomfort.

Listening Skills:
Listening skills refer to the ability to pay attention to and understand what someone is saying. There are two types of listening: active listening and empathetic listening.
Active listening involves paying attention and not doing other things, such as reading your phone or filing your nails, while someone is speaking. It also involves avoiding assumptions about what the other person is going to say or completing their sentences. Active listening is important because it shows the speaker that you are engaged and interested in what they are saying.

Empathetic listening involves listening and trying to put yourself in the speaker's shoes. It involves understanding the speaker's emotions and perspectives and showing compassion and understanding. Empathetic listening is important because it helps to build trust and improve relationships.
In the workplace, it is important to use both active and empathetic listening to ensure that you understand what is being said and to build good relationships with your colleagues.

[bookmark: _Toc123629847]Examples from the Workplace:
At my workplace, I have witnessed examples of poor communication due to a need for more attention and listening skills. For example, in one instance, a colleague was speaking to me about a project we were working on, but I was multitasking and checking my emails on my phone. As a result, I missed important details and had to ask for clarification later. This caused delays and frustration for both of us.

In another instance, a manager called a meeting to discuss a new policy. Still, instead of actively listening to the concerns and suggestions of the team, she assumed that everyone understood and agreed with her. This led to confusion and resentment among the team, and the policy needed to be implemented effectively.

Case Studies:
There have been several case studies that demonstrate the importance of effective communication skills in the workplace. For example, Robinson and Robinson (1982) observed that many factors can lead to a listener's inability to understand what a speaker means. Their study found that a lack of feedback and clarification can lead to misunderstandings and confusion. This is exemplified in the case of Maria and Pedro, where the confusion could have been avoided if there had been feedback and clarification.
In another case study, communication skills were found to be a key factor in a team's success. According to a study by Hackman (1987), teams with good communication skills were more productive, had higher levels of satisfaction, and had lower turnover rates than teams with poor communication skills.

[bookmark: _Toc123629848]Case study: Maria and Pedro:

Q: Why do you think Pedro misunderstood Maria?
Pedro misunderstood Maria because there was a lack of clarity in the message. Maria asked Pedro to get a chicken on his way home, but Pedro interpreted it as a request to see her in the kitchen when he got home.

Q: Whose Model of Communication explains this confusion and why?
The Shannon and Weaver model of communication explains this confusion because it highlights the importance of a clear message and shared understanding between the sender and receiver. In this case, there was a misunderstanding due to a lack of clarity in the message and a lack of feedback to confirm that the message was understood.

Q: How could this have been prevented?
This confusion could have been prevented if Maria had been more specific in her request and if Pedro had asked for clarification or provided feedback to confirm that he understood the message.

Q: Whose Model of Communication explains how it could have been avoided?
The Berlo model of communication explains how this confusion could have been avoided because it emphasises the importance of effective communication skills, such as asking clarifying questions and providing feedback, in ensuring that the message is understood and effective.

Summary:
In the story of Maria and Pedro, Pedro misunderstood Maria's request to get a chicken on his way home because there was a lack of clarity in the message and a lack of feedback to confirm that the message was understood. This confusion could have been avoided using effective communication skills, such as being specific in the request, asking for clarification, or providing feedback.





[bookmark: _Toc123629849]Case study: The professor and the village people
Q: Why didn't the village people help the Professor?
The village people didn't help the Professor because he used language they did not understand. He used the word "edifice" to describe his house and said that a "great conflagration was consuming it." These words were unfamiliar to the village people, and they needed help understanding the urgency of the situation.

Q: What should he have done to get them to help him?
To get the village people to help him, the Professor should have used language they could understand and clearly conveyed that his house was on fire, and he needed their help. He could have used simpler words or gestures to express the situation's urgency.

Q: Whose model of communication do you think can explain this situation and why?
The Schramm model of communication can explain this situation because it highlights the concept of noise or interference that can distort the message. In this case, the Professor's use of unfamiliar language and lack of clarity in the message created noise that could have helped the village people's understanding of the situation.

Summary:
In the story of the Professor and the village people, the Professor's use of unfamiliar language and lack of clarity in the message caused the village people to misunderstand the situation and not help him when his house was on fire. To avoid this misunderstanding, the Professor should have used language that the village people could understand and clearly conveyed the message that his house was on fire and he needed their help.

[bookmark: _Toc123629850]Case study: A day with the Chief

1. Given the professional context, I would have done the same as Mark if I were in his position. I would have prepared for the meeting by rehearsing my sales strategy and professional goals and trying to relax and be myself during the meeting. However, I would have been more mindful of the company hierarchy and the potential consequences of criticising my supervisor or making suggestions for improvement.
2.I do not think Mark correctly evaluated the context of the meeting with the CEO. He had heard negative rumours about her and expected her to be rude and dismissive, but he did not consider the possibility that she might be different in person. As a result, he was unprepared for the friendly and supportive demeanour she displayed during the meeting.
3. Several communication factors led to the change in the CEO's attitude towards Mark. Firstly, Mark's nervousness and anticipation of negative treatment may have influenced the CEO's initial approach and made her more empathetic and friendly. Secondly, Mark's openness and honesty during the conversation may have impressed the CEO and earned her respect. Finally, the CEO's body language and demeanour during the meeting may have conveyed a sense of openness and support, which helped to put Mark at ease and encouraged him to relax and share his thoughts freely.

Summary:
In the story of Mark and the CEO, Mark's nervousness and anticipation of negative treatment influenced the CEO's initial approach and changed her attitude towards him. Despite this, Mark's openness and honesty during the conversation impressed the CEO and earned her respect. Communication factors, such as body language and demeanour, also shaped the interaction between Mark and the CEO.


[bookmark: _Toc123629851]Advantages and disadvantages of communication technology:
The advantages of communication technology include increased efficiency and speed of communication, increased access to information and the ability to connect with people globally.
The disadvantages include the potential for decreased face-to-face communication and social interaction, the risk of information overload, and the potential for increased cyberbullying and security branches. 

[bookmark: _Toc123629852]Conclusion
In conclusion, effective communication is essential in the workplace and in personal relationships. There are various models of communication, including the Shannon and Weaver model, the Schramm model, and the Berlo model, which offer different perspectives on the communication process. Good communication skills, such as verbal and nonverbal skills, active and empathetic listening, and problem-solving skills, can enhance our ability to communicate effectively. Communication technology has advantages and disadvantages, including increased efficiency and access to information, but also the potential for decreased face-to-face communication and social interaction, information overload, and security risks. To communicate effectively, it is essential to consider the context, the audience, and the communication skills and technology available to us.
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