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‘Communication’ is defined by (Merriam-Webster Dictionary, 2022) as “a process by which information is exchanged between individuals through a common system of symbols, signs, or behaviour” In order for this process to be most efficient, either verbal, written, or non-verbal, both parties engaged in the exchange of information must have the necessary skills to transmit or receive their message. These will be discussed in the main body of the report along with the importance of communication in the workplace environment, the theory behind models of communication, and how to avoid breakdowns in communication. Situations in the world of work such as, poorly drawn graphs, lazy formatting of instructions, or verbally communicating work tasks to employees, in little detail, assuming they understand without confirmation, etc. can lead to profit losses, or in extreme cases bankruptcy, as can be seen in the case studies in the appendix, referenced throughout the report. The report concludes after the advantages and disadvantages of “Communication Technology” are discussed.
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Figure. 1 Shannon and Weaver Model (Watson, 1998)

[bookmark: _Hlk117270836]This is a lineal model of communication, meaning it only intends to transmit a message from a sender to a receiver through an encoder without expecting any feedback. (Watson, 1998) This theory was developed when trying to develop telephone communication for the inventors of the telephone “Bell Telephone Laboratories” while looking to eliminate physical static noise from phone calls. Gradually, the concept of “noise” took on a metaphorical meaning with time and other theories developing, to represent disturbances in any form of communication. (Watson, 2008) In general this model of communication is a very basic, bare-bone theory, included in the report simply to highlight all the weaknesses and see how the literature expanded upon its base. This is the case because it only focused on external physical noise and how that diminishes the quality of a conversation over the phone, where not much skill or knowledge is required, only focused listening and great diction when speaking. (Watson, 2008)
For example, in case study 2, the CEO of “Acme Electric Company” unsuccessfully communicated the measurable competitive advantage she had in the market of over 30 percent more efficient energy than other businesses.  Unfortunately, she devoted her pitch to investors to mathematical equations and operations of the business and this was the noise, which made the investors reject her proposals, ultimately, she went bankrupt six months after this. In my working experience, while I was a door-to-door fundraiser for the British Heart Foundation, I experienced this with people who could not drown out the “noise” of cold-calling type sales and did not even want to let me speak to them. This is the reason I quit the job, as I could not find a way to avoid this disruption. Similarly, the S/M theory presents a solution only to the physical “noise” problem. 


[bookmark: _Toc117272426]2  Schramm 1954’

[image: ]Wilber Schramm expands upon the S/M model by examining a few more stages before and after the message has been sent through the decoder. He also insists on this theory that communication without feedback is not complete. This is one of the main differences, when compared to S/M the sender of the message in this case, expects to receive a message, as well. (Juneja, 2020) Hence, it is what is known as a circular model;
Figure. 2 Schramm’s Model (Juneja, 2020)

As Schramm’s theory is built upon S/M’s he proposes for interference to be avoided when his circular sender-to-receiver and back model is employed to abstain from interpreting “noises” like body language, tone, or other emotionally impacted messages, which he labels as having a connotative meaning behind them and hinder communication. He proposes to use denotative messages, which cannot be misinterpreted due to poor communication skills, as the knowledge they refer to is universal. (Juneja, 2020) An example of why feedback is crucial to communication in the work environment is seen in case study 3, where Bruce, a chemist researches the toxicity of petroleum by-products and synthesizing compounds to clean these. His research was not received and no feedback was given to him, leading him to him quit the company. The same company six years later confirmed and replicated his research result with a positive outcome; however, he had already left. This could have been avoided but, due to the poor attitude of his employer, the chemist felt like he was not being listened to. His employer must at least show interest or outright disinterest in funding the research he was doing. This is why using denotative messages such as, increase or decrease in pay would have improved the clarity of the situation.
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Figure. 3 SMCR Model (Berlo, 1977)

As seen in figure 3 this is a linear model based on source, message, channel, and receiver. Like S/M it is linear but takes the first steps into combining both S/M’s external noise and Schramm’s theories to better understand communication. Regardless of the fact that Berlo’s SMCR model does not expect feedback, it looks at how disruption or noise of the sender’s message affects how it is received and decoded, subsequently influencing the eventual feedback. (Berlo, 1977) It expands on the notion of internal noise, which are factors that affect both sender and receiver equally. These noises can be everything from differences in the mode of communication, verbal or non-verbal, to the skills of both participants, like literacy or listening. Further, he proposes that internal noise may be caused by differences between the sender’s and listener’s knowledge of what is being said and the attitude or other connotative behaviour. (Berlo, 1977)
For example, in case study 1, “Sagatec” an office automation company put out computer software to help with daily operation through word processing. Their instructions were made out as if the office workers already knew how to work the program. Their clients do not possess the software developers’ knowledge and could not interpret the message they were being given, so much so that it cost over 350 000 dollars to rewrite the user manuals and redevelop their software accordingly. This also damaged their reputation in their market sector and resulted in intangible losses as well. Personally, as a door-to-door cold caller for the British Heart Foundation we were encouraged to stick to a pre-written script, which could never account for the hundreds of interactions with people of different socio-cultural backgrounds, belief systems etc. this led to minimal progress in getting people to sign up to donate, which meant my wage was a loss for the company. By not taking into account the knowledge level of their clients, and the attitude they take towards receiving new information, was proven to be a low-interest attitude, the senders of the message could not reach the receiver. A way in which this was improved was by factoring the above through the use of the SMCR theory.
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These can be classified under 3 main categories, verbal, non-verbal, and listening and empathising:
1. Verbal skills include both speaking and writing. (Evans & Suklun, 2017) Fine-tuning one’s tone of voice and lexicon in order to best transmit the message intended. Based on the intended audience or receiver of the message these skills are vital for the sender of a message to be decoded by varied audiences in the best way. One example of poor verbal communication affecting me was due to my limited English-speaking skills at the time of working at a door-to-door fundraiser, I could not engage the people who opened their doors and make them excited enough about charity to donate or sign up. This was due to relying on a pre-written script, which was delivered in a monotone way, trying to remember words, which I did not know the full meaning of at the time, as I am not a native speaker. 
(Evans & Suklun, 2017) conducted a study with women in the UK on how being a native speaker in a business impacts verbal communication with non-native speakers. The qualitative results of questionnaires suggest that foreigners use fewer words and are more direct, which would point to quicker and more efficient communication. However, non-native speakers tend to overthink before communicating and their mental process is harder to be decoded by the receiver, as they took long to deliver their point, which in turn means, that native speakers lose interest quicker while speaking to a non-native speaker, if their nonverbal communication is not good. 
2 Non-Verbal skills include perceiving gestures, body language, and reading facial expressions. (Rahmat, 2019) found that in the past (Mehrabian & Ferris, 1967; Mehrabian & Wiener, 1967) claimed that the total meaning of a message is “7 percent verbal, 38 percent vocal, and 55 percent facial.” With studies as early as 1970 disproving this notion, around the late 90s (Lapakko, 1997)  found in (Yusof, 2020) pointed out how bare bone this theory is and challenged it. He claimed the results and analysis were skewed due to its methodology of only interviewing 37 female psychology students. With a rising interest in the topic, many studies have been published that claim that the numbers are not correct, however, (Yusof, 2020) still indicates people believe the late 60s theory. Yes, verbal communication is important, but literature contradicts to what extent exactly.
3 Listening skills have 2 subcategories:
Active Listening means participating or being engaged in the communication process with full focus. This does not only mean listening without actively participating in any other activity but also, not interrupting the sender of the information or having any presumptions or preconceived notions of what they are trying to communicate. (Indeed.com, 2019)
Empathetic listening in basic terms means to try to see through the eyes of the sender of the message and decode that message through your view of how you would react if you were in their situation. (Travers, 2019)
For example, in the first administrative office job my older sister got in the UK, she was the woman whom she would be replacing. The woman was retiring and my sister being the youngest in the team had to learn and absorb over 30 years of experience on how to do this position. Initially, she was very quiet and observant of her senior colleague, especially ensuring she engages in active listening and asking questions if she does not understand. This led to her gaining the trust of her other colleagues and roughly one and a half years into her employment she was promoted to their manager, as they all trusted her based on her ability to empathise and listen actively. 
[bookmark: _Toc117272429]The Advantages and Disadvantages of Communication Technology

The advantages of communication technology such as telephones, email, chat, and message boards include; instant communication even over long distances, black and white copies of the sender’s original message and how it was decoded by the receiver, along with their feedback, which in non-verbal communication or simply communicating by speech can be lost, forgotten or misinterpreted. Another advantage is the automatic date and time logging of communication to prevent fabricated or false claims of miscommunication. (Donat Accrombessy, 2003) This is important for businesses with high workloads and the need for collaboration between departments. This clarity of information, however, lacks tone of voice, verbal cues, intonation, and facial expression which is a big disadvantage except in cases of video communication. It is a disadvantage as the message can be misunderstood, as explained in (Berlo, 1977) Further, this technology is difficult to grasp by the older generations and the anonymity of users online also shields them from repercussions after engaging in negative and harmful communication. (Donat Accrombessy, 2003)
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There is a lot more to be learned on the topic of communication. We have clearly identified models of communication, and detailed the skills necessary for the effective transmission of a message both linear and circular. All the theories and literature help with improving skills like listening, speaking, writing, and gesticulating according to the situation the sender and receiver of the message find themselves in and the intended feedback.
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chemical formulas, and data from toxicity tests.
Buried at the end of the report was casual speculation
that one of the compounds might be a particularly
safe and effective insecticide.

Seven years later, the same oil company launched a
major research program to find more effective but
environmentally safe insecticides. After six months of
research, someone uncovered Bruce’s report and his
toxicity tests. A few hours of further testing
confirmed that one of Bruce’s compounds was the
safe, economical insecticide they had been looking
for.

Bruce had since left the company, because he felt
that the importance of his research was not being
appreciated|
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CASE STUDY 1:
The instruction manual the scared customers away

As one of the first to enter the field of office automation,
Sagatec Software, Inc. had built a reputation for designing
high-quality and user-friendly database and accounting
programs for business and industry. When they decided to
enter the word-processing market, their engineers
designed an effective, versatile, and powerful program that
Sagatec felt sure would outperform any competitor.

To be sure that their new word-processing program was
accurately documented, Sagatec asked the senior program
designer to supervise writing the instruction manual. The
result was a thorough, accurate, and precise description of
every detail of the program’s operation.

When Sagatec began marketing its new word processor,
cries for help flooded in from office workers who were so
confused by the massive manual that they couldn’t even
find out how to get started. Then several business journals
reviewed the program and judged it “too complicated” and
“difficult to learn.” After an impressive start, sales of the
new word-processing program plummeted.

Sagatec eventually put out a new, clearly written training
guide that led new users step by step through introductory
exercises and told them how to find commands quickly. But
the rewrite cost Sagatec $350,000, a year’s lead in the
market, and its reputation for producing easy-to-use
business software.

CASE STUDY 2:
The rejected current regulator proposal

The Acme Electric Company worked day and night to
develop a new current regulator designed to cut the
electric power consumption in aluminium plants by
35%. They knew that, although the competition was
fierce, their regulator could be produced more
affordably, was more reliable, and worked more
efficiently than the competitors’ products.

The owner, eager to capture the market, personally
but somewhat hastily put together a 120-page
proposal to the three major aluminium
manufacturers, recommending that the new Acme
regulators be installed at all company plants.

She devoted the first 87 pages of the proposal to the
mathematical theory and engineering design behind
his new regulator, and the next 32 to descriptions of
the new assembly line she planned to set up to
produce regulators quickly. Buried in an appendix
where the test results that compared her regulator’s
performance with present models, and a poorly
drawn graph showed the potential cost savings over
3 years.

The proposals did not receive any response. Acme
Electric didn’t get the contracts, despite having the
best product. Six months later, the company filed for
bankruptcy.

CASE STUDY 3:
The promising chemist who buried his results

Bruce, a research chemist for a major petrochemical
company, wrote a dense report about some new
compounds he had synthesized in the laboratory
from oil-refining by-products. The bulk of the report
consisted of tables listing their chemical and physical
properties, diagrams of their molecular structure,
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