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1. Introduction

The purpose of this report is to have a deeper understanding of effective communication
and its purposes. Communication, in its simplest form is act of transmitting information —
including thoughts, ideas and /or emotions (Goutam, 2013). In addition, communication skills

are a two-way process of exchanging information and transmitting messages effectively.

The models of communication from Shannon and Weaver, Schramm and Berlo will be
analysed, and compared to the case study “Daddy Said Yes!” to better provide an in-depth

explanation of the stages of communication.

Finally, this report will address the importance of communication in our everyday lives:
starting with a brief definition of non-verbal communication — and how it differs from verbal
communication, the impact of verbal communication on our messages, how verbal messages

interact, and the role that active-listening plays in effective communication.
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2. Case Study: “Daddy Said Yes!”

Setting: Mom is making breakfast; Dad
Is In the shower; and the children are

hungry.

Mom: Johnny, go ask Daddy if he
wants eggs.

Johnny: Okay! (runs to bathroom.
Runs back). He said YES!

Mom: Really? He usually doesn’t want

eggs for breakfast...
Mom: Mary, go ask Daddy if he wants eggs.

Mary: But I want eggs!
Mom: Yes, I know. Go ask Daddy if he wants eggs.

Mary: Okay! (runs. Runs back) He wants eggs!

Mom checks the fridge and sees that she doesn’t have enough eggs
for everyone. So, she decides to go tell Dad that he can't have it.

Mom: Sorry, you can't have eggs. We don't have enough.

Dad (from in the shower): I don't want eggs.

Mom: What? Johnny said you said "Yes" you wanted eggs.

Dad: No, Johnny knocked and said, "Can I come in?" and I said
"Yes!"

Mom: And what about Mary? She said you wanted eggs too.

Dad: Nope. Mary came in and asked if she could have eggs and I sai
"Yes, of course!"

Mom: Wow. (leaves bathroom)

Figure 1 - Case Study "Daddy said Yes!"; Source: own representation based on (Skeen et al., 2016)
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2.1. Analysis of the case study “Daddy Said Yes!”

2.1.1. Why did Johnny and Mary misunderstand Mom?

According to this case study Johnny and Mary misunderstood Mom, due to the fact that
they are too young to understand the difference between what they want and what Dad wants.
In addition, they were hungry and used their passive-listening as opposed to their active-
listening due to lack of communication skills. Moreover, Mom was cooking breakfast, so the
kitchen was too noisy and that’'s why the toddlers just replied affirmatively to Mom so they

could eat.

2.1.2. Which theory/model of communication explains this
misunderstanding and why?

Berlo (1949) presents a model of communication that best describes the case of study.
Both the sender and the receiver of the message are required to be in a similar level of
communication — which we can confirm that they are not, because Mom is speaking to the
toddlers. In addition, there is no feedback or confirmation of the understanding of the message

from the toddlers.

Moreover, Berlo’s model has four core elements — S (sender), M (message), C (channel)
and R (receiver) — which required Mom to go directly to Dad in order to be a more efficient
model of communication. Nevertheless, this model does not consider barriers of
communication or refers to potential issues of room noise and it is a to linear of model of

communication.

2.1.3. In which way could the situation have been prevented?

Mom should have simply gone directly to Dad and ask him herself. Another way to avoid
this miscommunication was to double check that the toddlers understood her question by
taking in consideration Schram Model where feedback between sender and receiver is vital to

ensure the process is complete (Schramm, 1954).

However, since she is an adult and has better communication skills, she should have
had consideration that she was making the toddlers a channel for her message by asking
them to ask Dad. As per Berlo’s model, she should have been aware of the content, treatment,
structure of her message — i.e., Mom could have made emphasis on her intonation: “Go and

ask daddy if he wants eggs”.
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2.1.4. Which Model of Communication explains how the
miscommunication could have been avoided?

Schramm (1954) model of communication explains that the message is only useful if the
recipient can understand and interpret the instructions that the sender intends to convey. This
case could have been prevented through effective encoding and decoding of the message

“crucial for information transmission between sender and receiver” (ibid, pp.131).

However, it is important to take in consideration that in order to communicate it is
required a two-way process where the feedback between sender and receiver is essential to

guarantee the completion of the chain process.



A Report on Effective Communication
Bernardo Onofre — ID: 2009237

3. Models of Communication

3.1. Shannon and Weaver Model

This was one of the first communication models to be created (Al-Fedaghi, 2012). ltis a
simple, mathematical theory considered to be the “mother of all models” (McQuail, 2008). It is
composed by five key components (Shannon and Weaver, 1949):

1. Sender - the information source; a person who composes the message, selects the
channel, and sends it

2. Encoder-the transmitter; the way the message is encoded, usually through a machine
3. Channel — the means by which a message is sent is referred to as a channel
4. Decoder — the receiver; the way the message is decoded, usually through a machine

5. Receiver — the destination; a person, or a place, who receives the message and
provides feedback to the sender regarding the message sent

It is also important to consider the noise surrounding the message when it is being sent
and received, which can be anything that disrupts the message (Shannon and Weaver, 1949).
According to this model communication has occurred when a message has been sent and
received (Shannon and Weaver, 1949).

3.1.1. Advantages and Disadvantages of Shannon and Weaver’s Model

Table 1 - Pros and Cons of Communication Model; Source: Own Representation
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3.1.2. Graphic Representation of Shannon and Weaver’s Model
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Figure 2 - Communication Model; Source: Own Representation based on (Shannon and Weaver, 1949)
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3.2. Schramm Model

This model created by Wilber Schramm in 1954 is based on Shannon and Weaver
(Cobley and Schulz, 2013). Building on the idea that a message needs a transmitter, Schramm
understood that encoding is pivotal in sending a message.

If a message is not properly encoded, it will never be interpreted correctly (Schramm,
1954). The message is only useful if the receiver is able to translate and comprehend the
directions that the sender wishes to communicate. As a result, encoding and decoding are
the two most crucial aspects of successful communication, without which information cannot

flow between two people (ibid).

Moreover, it is important to consider that communication is a two-way process where
feedback between sender and receiver is vital to ensure the process is complete (ibid).

3.2.1. Advantages and Disadvantages of Schramm’s Model

Table 2 - Pros and Cons of Communication Model; Source: Own Representation

10
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3.2.2. Graphic Representation of Schramm’s Model
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Figure 3 - Communication Model; Source: Own Representation based on (Schramm, 1954)
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3.3.

Berlo Model

David Berlo developed the communication models from Shannon and Weaver, and

Schramm further in order to create his own. Berlo (1960) noted that there are several aspects

that influence the way receivers decode messages, such as the communication skills of the

sender, and knowledge of the receiver. Much like the Shannon and Weaver model, Berlo’s

model is composed of four key components; however, each component has five influencing
factors (Berlo, 1960):

1. Source and Receiver

Communication skills such as speaking, and listening are crucial. The message is
effectively communicated if the sender has good communication skills; and likewise,

if the recipient does not understand the message the dialog is ineffective (ibid)

Attitudes — how the sender/ receiver act upon the environment they are in, and their
attitudes towards themselves affect the tone of the message, and thus how it is sent/

received

Knowledge — both sender and receiver must have at good knowledge of the topic

discussed, otherwise the communication will be ineffective (McQuail, 2008)

Social systems and factors such as religion and laws influence how a message is

communicated and interpreted

Culture — cultural and ethnical differences will completely set a part an offensive and

an unoffensive message

2. Message

V.

V.

Content — the entire message from start to finish

Elements — all non-verbal communication (see section 4.1)
Treatment — how the message is transmitted to the receiver
Structure — how the message is structured and organised

Code — how the message is sent (i.e., language, text, video)

3. Channel — Berlo considered that the five human senses were persuading factors in

interpreting a message. For example, most of communication happens when we listen

and see a message (see section 4.3)

12
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3.3.1. Advantages and Disadvantages of Berlo’s Model

Table 3 - Pros and Cons of Communication Model; Source: Own Representation

3.3.2.  Graphic Representation of Berlo’s Model
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Figure 4 - Communication Model; Source: Own Representation based on (Berlo, 1960)
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4. Communication Skills

4.1. Non-verbal Communication

Fast (1971) revolutionises communication’s theories by bringing forward a previously
unnoticed aspect of communication: Non-verbal Communication. This type of communication
differs from verbal communication because it does not use words to convey a message.
“Verbal” communication means communication with words. Non-verbal communication means
everything but the words (Dumbrava et al., 2009). Fast (1971) defines it as “the exchange of

information through non-linguistic means” (pp.147).

Dumbrava et al., (2009) note a practical and modern example of non-verbal
communication: if, when texting, one uses emoticons either instead of words or as an

embellishment to what was wrote, one is using non-verbal communication.

Nonetheless, non-verbal communication presents several challenges: they can often be
ambiguous, and there isn’'t a well-defined way to learn how to interpret them. In addition, non-
verbal messages are usually culturally and emotionally bound, which can impede the effective

process of communication (Berlo, 1960).

4.1.1. Body Language

Body language is the most common way to ftranslate a non-verbal way of
communication: tone of voice, facial movements, general behaviour, gestures, body

movement, posture, physical appearance.

Mehrabian and Ferris (1967) discovered that only 7% of a message is communicated
through verbal communication. The remaining 93% of the message is transmitted 38% from
tone of voice and 55% from body language. Therefore, non-verbal communication has a

significant influence on whether the receiver is able to properly interpret the sender’s message.

Moreover, Dumbrava et al., (2009), notes that it is in human nature to show more
concern towards someone’s body language than the words being spoken. Therefore, a sender

should always be aware of how he/she is projecting its message (ibid).

14
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4.1.2. Interpersonal Non-verbal communication

Non-verbal interpersonal communication is the primary way we communicate feelings
and attitudes (Fast, 1971). According to Phutela (2015) non-verbal communication can
contradict, substitute, emphasize and/or regulate verbal messages. Moreover, non-verbal
messages are usually more believable than verbal messages (ibid).

Figure 5 showcases the human emotions. They are a key part in non-verbal
communication, due to their crucial role in encoding and decoding a message. (Porter,1969).

Universal oyt Happy.

S. Pursad ips. T. Prinariy, 8 sevile

facial
expression.

According to a 1960’s study by
psychologist Paul Ekman, all

cultures associate these seven
facial expressions with the R
same seven emotions.

Contempt. Sad.

UL Primasty, tight Ips. raised sighy o one side. Rest. L Pritaciy,  trown (ce & Surrowed brow)

Surprise.
Anger. Fear. F. Ravoed and curved oyotrows
A Flushed face. M. Widening eyes. G. Stretched skon below e eyetrows
B. An rward and dowrward beow movement. N Dvated pupis. M. Morizortal wrinkles across the forehead
C. A hard stwe 0. Risen upper I I. Open eyeiids.
D. Flared nostis. P. Brows craw 008ther. J. Dropped jaw.
E. Clenched jaw Q. Lips stratch hoogonally. K. Parted lips.

Figure 5 - Human Expressions; Source: (Parry, 2003)
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4.1.3. Non-Verbal Communication Categories

Hinde (1979) notes four primary non-verbal communication categories:
1. Aesthetic Communication
Creative expression: music, dance, art, theatre etc.
2. Physical communication
Bodily movements used during social interactions: smile, frown, wink
3. Signs in communication

Include any signals that are used or displayed to communicate a message or that

have a special meaning.
4. Symbols in communication

Any material objects that promote social status, such as jewellery, cars, clothing

etc.

16
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4.2. Verbal communication

Verbal communication encompasses the sender/ receiver's words, and it is often
through language (Jakobson, 1972). Accurate interpretations of others' verbal messages are

needed for effective communication. (Rocci and de Saussure, 2016).

The sender/receiver must make effective use of its language skills to interpret the
message. In face-to-face conversations the sender can read the reaction of the receiver and
adjust its body language (Phutela, 2015). However, with verbal communication this is not as
simple. Verbal communication requires good grammar, active listening, and the correct tone
of voice (Rocci and de Saussure, 2016). Effective verbal communication is essential between

all ages, social live circuits, and levels within a company outlet (Fussell, 2002).
There are a number of factors that can interfere with verbal communication:
e The environment
e Language barriers

e Hearing impairment

Jakobson (1972) concluded that if senders are to be consistently effective at
communicating their intended meanings to receivers verbally, They must understand that a
message's intended meanings can not be completely communicated, and that a receiver's
inability to understand what a speaker means may be caused by a variety of factors. It is

important to speak in a clear, concise manner in order to be heard and understood.

17
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4.3. Listening

Robertson (2005) notes that it is in human nature to assume that having good hearing
consequently means being a good listener. However, this is a wrong assumption because
there is clear difference between the two (ibid). Hearing is your physical ability to detect
sounds, it is the process of receiving sounds (ibid). Listening is not a physical ability — it
requires concentration on the verbal and non-verbal messages being sent and the

interpretation of their meaning (ibid).

That's why active-listening can determine whether someone is an effective
communicator (Spataro and Bloch, 2017). A good listener pays attention to facial
expressions, gestures and tone of voice (non-verbal communication) to see if they add
meaning to the spoken words. Moreover, an individual’s listening ability can affect their

productivity, teamwork, overall organisation and own success (Costigan and Brink, 2019).

Shannon and Weaver (1949) note that one of the barriers to active-listening is noise, —
external or internal noise — failing to focus or even passive-listening. Spataro and Bloch,

(2017) present three ways to engage the receiver’s active-listening:
1. Informational Type where listening is used to acquire knowledge
2. Critical Type where listening is used in order to make a decision

3. Empathetic Type where listening is used to understand how someone else feels

18
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5. Conclusion

With this report we can conclude that although communication may look like an effortless
skill, it is not — and we should take in consideration all the aspects of it in an equivalent

measure.

The three theories approached in the report are meant to aid in effective communication
(Cobley and Schulz, 2013). However, they don’t take in consideration that nowadays a lot has
changed in our society and more noise has been added intentionally or unintentionally — which

we could see in a simple morning routine presented in our case study (Skeen et al., 2016).

Communication is the meaning of our thoughts (Cobley and Schulz, 2013), and how our
thoughts should reach someone else's thoughts in the same particular manner in which we
want it to get transmitted (O’sullivan et al., 1994). It's a complete cycle of meaning, sending a

message and receiving that message in the same line format of intend.

In conclusion, it’s fair to say that communication is way more than verbal or non-verbal
— it is an entire interaction between two or more individuals on a formal or non-formal way
(Rocci and de Saussure, 2016).

19
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