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[bookmark: _Toc49881678]Introduction:
Communication helps an individual or group of people to share their idea, feelings, and their belief regarding any particular topic. Even, healthy communication helps to understand the thoughts, emotions, and perspectives of other people. Effective communication in the organization helps to share their positive motivation as well as helps to create transparency in the work which directly increases the productivity of the company. Delightful communication provides an opportunity for the manager or the administrators to understand the feelings, thoughts, and emotions of the employees. Along with that proper communication helps an employee to feel secure and safe inside the company as they are aware of the vision and the motivation of the company. However, communication failure can result in a negative reputation of the company, improper satisfaction of customers, and delay in innovative policy implementation, opaque work culture (West and Turner, 2018). In this report, different types of communication models will be discussed. This report is prepared based upon the communication failure in Starbucks Company in 2018. Even different kinds of communication methods will be discussed in the context of the communication failure of Starbucks Company.
[bookmark: _Toc49881679]Models of communication:
[bookmark: _Toc49881680]Schramm communication model (1954)
According to the study of Elleström (2018), it can be understood that the Schramm communication model has a high level of importance in the field of the mass communication field. The main fundamental of this model is that every communication has its four components and these components are interconnected. This connection is circular, not linear. The components of the Schramm communication model are sender, message, receiver, and semantic barriers. The sender is that entity of the model that encodes or sends the message whereas the receiver is that entity of the communication that decodes or interprets the message. However this message is a content shared by both of the two parties and semantic barriers are the beliefs, background, experiences, and values that have a manipulation over the message of the sender and the interpretation of the receiver.
[image: Wilbur Schramm Model 1954]
Fig 1: Schramm communication model
(Source: Elleström, 2018)
In 2018, two persons sat on a table of Philadelphia Starbucks for another friend. After some time they asked to use the restroom but in a certain period, the manager called the police for arresting these two persons (Slotosch, 2020). This became viral on social media and people raised the issue of boycotting the Starbucks. Here the sender was these two persons and the receiver was the manager who interprets the message of these two people wrongfully which resulted in chaos. The semantic barrier of this communication was the belief of the manager means the racially-biasness of the manager became of obstacle in this communication. The message of the sender was not carefully interpreted by the receiver because of this semantic barrier.
[bookmark: _Toc49881681]Shanon and Weaver communication model (1948)
Shanon and Weaver were two very famous communication experts in 1948 and as per their theory, it can be understood that every communication needs two entities and these are the sender and the receiver. However, there are some of the other factors which affect the communication process and this called ‘noise’. Along with that, the model clarifies that communication consist of several factors and these are the transmitter, information source, channel, noise, receiver, message, decode, encode, and information destination. According to the definition of Kubota (2019), the sender is the originator of the message whereas the receiver is a destination of the message. 
[image: Communication model of Shannon (Shannon and Weaver, 1949) | Download  Scientific Diagram]
Fig 2: Shanon and Weaver communication model (1948)
(Source: Kubota 2019)
The study refers that encoder is the transmitter that converts the message into signals and decoder is the reception place of the signal which converts signals into the message. Noise is the distraction that creates an obstacle in the process of transmitting the message to the receiver. Here in the case of Starbucks, it can be observed that the manager calls the police station for arresting those two persons. So, in this regard, the manager uses the telephone of that branch. In this scenario, the manager acts as the sender and the wire or the air acts as the channel of the message, and the police act as the receiver. If there was any noise like horns of the cars, thunder, or any unnecessary sound that happened in between the conversation then it could be possible that the manager was unable to convey his message. The noise will distract the message which was transmitted through the satellites or the wired channel.
[bookmark: _Toc49881682]Berlo communication model (1960)
In 1960, David Berlo described a model of communication where it was emphasized that every communication has four components and these are sender, message, channel, and receiver, This model called as SMCR model taking each of the first letters of every component. According to the study of Brantley (2018), it can be understood that some factors prominently manipulate each of the components. For the sender and the receiver, these factors were communication skills, attitudes, knowledge, social system, and culture. The message of the sender manipulated by factors like a content, element, treatment, structure, and code whereas the channel between the sender and the receiver manipulated by factors like hearing, seeing, touching, smelling, and tasting.
[image: Berloa's S-M-C-R Model of communication - QS Study]
[bookmark: _Toc49881683]Fig 3: Berlo communication model (1960)
Source: Brantley (2018)


Each of the factors has its importance and the study referred that each of the factors needs to be in every communication. In the case of Starbuck Company, the manager of the company has a different culture and brought up in a different social system that impacts communication. Even as the manager did not have the knowledge about the policies of the company it insists the manager views the customers in a racial manner. Those two people were the receiver according to this model and lack of communication skills of the receiver resulted in ineffective communication. In this communication, the gestures, postures and the language were the part of elements of a message. In the part of the channel, seeing and hearing are the factors which manipulated the communication. So, in the incident of Starbucks, it can be referred that the manager was unable to properly ensure all the factors of the communication which referred by this model. This is the main reason for the communication failure of the company and to control the situation the CEO of Starbucks needs to apologize which is an example of positive communication. At the time of conveying the message, the CEO acts as the sender who ensures all the factors like knowledge, attitudes, social system, and culture. The receiver was the people or the protestors who also encompasses all the factors.
[bookmark: _Toc49881684]Communication Skills
[bookmark: _Toc49881685]Verbal Communication (Written and Spoken)
According to the study of Rocci and de Saussure, (2016), it can be understood that verbal communication describes the use of words and sounds to express the feelings, thoughts, ideas, or emotions of an individual. Some factors play an important role in any verbal communication and these are calm and focused language, clarity of the speech, politeness, and following the basic etiquettes. Proper maintenance of these factors helps an individual or an organization to establish healthy verbal communication. There are four types of verbal communication and these are interpersonal communication, intrapersonal communication, public communication, group communication. Interpersonal communication takes place between two personal whereas intrapersonal communication is an extremely private type of communication and restricted to ourselves (Ahmadi, 2016). However, group communication takes place in a group and public communication refers to the establishment of communication with the public. There are some different forms of verbal communication and these are written communication, spoken communication, etc. In the case of Starbucks Company, the manager and those two people faced some issues while establishing a verbal communication. The form of verbal communication was spoken and those two persons were unable to share their motivation while the racial-biases of the manager create a problematic situation for the company. The type of communication was interpersonal communication means the communication established between two single entities. One was the manager and the other was those two persons.  
In order to mitigate the issue, the company had organized training for its employees and managers to help them to understand the policies and the core values of the company. Even the company also promoted the bottom-up feedback system from their partners to enhance their working procedurals. Even the CEO of the company released a statement as a part of written communication and through that statement the CEO apologies for the incident to avert the negativity.
[bookmark: _Toc49881686]Non-verbal communication
According to the study of Burgoon, Guerrero and Manusov, (2016), it can be understood that non-verbal communication refers to the facial expression, gesture, body language, voice tone, postures, and eye contact of an individual when that individual is establishing any communication. Even touch and space also part of non-verbal communication. Verbal communication is the message and the proper implementation of nonverbal techniques will help an individual to convey its message without any obstacle.  Each of the factors has its importance in non-verbal communication because it helps the individual to share its motivation regarding any topic in a more viable manner.
In Starbucks, manager and those two persons were unable to establish a proper non-verbal communication because the gesture, posture, eye contact, and tone of voice of the manager were not so effective. For this reason, those two persons were also unable to share their motivation of visiting the Starbuck and unable to implement the positive approach of different facial expressions like smiling, eye contact, etc. This converted the situation into a chaotic situation and the belief of the manager is also responsible for the chaotic situation. In this regard, the CEO of the Starbuck Company apologies, and the apologizing statement helps to understand that the CEO had shown a good gesture to its audience or the protestors. Even the company suddenly shut down the 8000 stores after this incident and conducted different types of seminars and training programs for their 175,000 employees. In the training program, the company helps the employees to learn about the process of making every customer comfortable. In this regard, they have also learned the importance of non-verbal communication.
[bookmark: _Toc49881687]Listening:
Listening is a very important part of any communication because when an individual listens carefully it will help the individual to understand the motivation of other individuals and along with that it also helps the individual to address the queries of the opposite individual in a more viable format (Celik, 2017). Every listening process has four different parts and these are receiving, understanding, evaluating, and responding. An individual needs to ensure all the parts of the listening process to understand the queries in a better way. The manager of the Starbuck Company did not listen to the perspectives of those two people as he had some belief that those two people were trespassers. If the manager properly ensured all the parts of the listening process then the company needs not to face this kind of incident. Even it will help those two people two shares their motivation for visiting Starbuck in a prominent manner. The Starbuck Company did an internal investigation on its policies because it helped the company to identify those parts where the company was lacking. Even in the training programs helped the employees to understand the importance of listening as a part of understanding the customers.

[bookmark: _Toc49881688]Conclusion
This report helps to understand what kind of issues Starbuck company faced in 2018 because of the improper implementation of communicational techniques. The incident helps to understand that each of the individuals should know the importance of verbal communication, nonverbal communication, and listening. This will help the individual to ensure a good reputation as well as it will help the company to increase the rate of productivity without any obstacle. Different parts of verbal communication and non-verbal communication were discussed which refers that the individual need to have good gesture and postures while establishing any communication. The communicational models like the Berlo communication model, Shanon and weaver communication model, and Schramm communication sheds light on the process of communication and these models help to understand what kinds of diversity are needed for establishing any healthy communication. The problem mitigation techniques of the Starbucks Company provide a competitive advantage in the market.  So, it can be concluded that communication is one of the important things that help any organization to ensure success with the creation of values for its customers.  
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