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1.Introduction:
Communication refers to a simple act by practising which one person or a group of people use to deliver or transfer information from one another (Habermas, 2015). A communication process involves at least one sender, a recipient, and a message. It is highly significant in every phase of life as well as in the workplace. It helps managers to perform their duties and responsibilities, helps in increases managerial efficiency, promotes cooperation and peace in the workplace, and increases workplace motivation and employees’ moral development. The barriers responsible for affecting messages include noise, information overload, filtering, lack of proper attention, emotional disconnects, distractions, selective perception, semantics, differences in the meaning of messages between Receiver and Sender, biased language, and more (BBC Bitesize, 2020). The consequences arising from improper communication include low employee morale, mistrust among employees and absenteeism, low-level interpersonal relationships, and negativity. The current study focuses on the communication failure at Nike that comes into light in 2018, which occurred due to inadequate methods of bottom-up communication (Slotosch, 2020). This will be further discussed and understood by incorporating some communication models and communication skills.













2. Models of Communication:
2.1 Shannon and Weaver (1948)
In 1948, the 'Shannon-Weaver model of communication’ was developed by Shannon and Weaver for developing effective communication between an information sender and an information receiver. Here, they found ‘Noise’ as a factor responsible for affecting the communication process. Noise refers to the disturbances created by people, animal, and other which create disturbance in the smooth transmission of a message from the sender to the receiver (Businesstopia, 2020). This communication model is dealing with an information source, i.e. the origin or place from where the information generates, transmitter, i.e. encoder, noise, message, channel, receiver, i.e. decoder, the destination of the information.
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Figure 1: Shannon and Weaver’s Communication Model
(Source: Communication Theory, 2020b)
  


Considering above represented figure of Shannon and Weaver’s Communication Model, the information generates from a sender (in the given case study, the sender is Maria) and then through a Transmitter (encoder) it gets converted into a message or signal or waves and gets transferred to the receiver (Pedro) via a channel (Telephone) like satellites or cables. By reaching the receiver of the message reaches its destination, and the communication process ends. After receiving the information from the sender through satellites or cables, the receiver decodes it (Talukdar, 2017).
Here, in the process of communication, there includes Noise which founds in the channel. In the given case study of Pedro and Maria, Maria sends a message via telephone to her husband Pedro at his workplace (at the construction site) to tell him to buy chicken for dinner but due to the presence of Noise Pedro decoded or understood it wrongly and a communication gap was generated between them which not led fulfilment of the needs of Pedro wife of cooking chicken in dinner.



At Nike, the communication failure was resulted due to the male-dominated culture within the organization that fostered discrimination and harassment in its workplace. Some of the problems related to Nike’s internal communication include lack of trust in HR, poor communication between the leaders and subordinates, and inefficient methods related to bottom-up communication (Slotosch, 2020). As per the Shannon and Weaver’s Communication Model, all these communication problems were resulted due to the presence of Noise between the sender and the information receiver of the information.


3. Communication Skills
3.1. Verbal Communication (Written and Spoken)
In the case of Nike, there was a failure in communication due to the failure in the crisis of public relation of the organization, which resulted in discrimination and harassment within the employees at the workplace. Proper communication that includes and encourages employees from all level, and this communication can be any or both written as well as spoken.
Theory of Reasoned Action is a popularly used theory which talks about the determination of a person's behaviour which is actioned by the intention that the person possesses. Also, cultivation theory helps to investigate the relationship that lies between beliefs about the world and the media exposures (Morgan et al., 2017). 
Communications play the most important role in any kind of business. Considering the spoken communication, Nike faces the problem in its bottom-up communication where the manger was not active enough to listen to the female employees' harassment. Further written communication drawbacks were seen when the female employees could have undertaken by informing the matte of harassment either to upper-level management apart from the HR manager of the company.  A successful and good communication contains transparent communication mode, and authentic leadership, include all employees in the process of communication by using the style of bottom-up leadership. A proper verbal communication was missing within the workplace of Nike, where the females were harassed by the male-dominated culture, and it failed to be communicated to the higher management. This was the cause of the failure was because the top leaders were unaware of the problems as the bottom-up communications were not followed.
The problems of discrimination and harassment were done by the male employees and came into limelight only when there was a survey conducted among the employees. The company came to know about this issue because of the survey which was done by a group of employees which is an example of cultivation theory as this theory says that the information is not gathered directly but through other sources and showed a lack of verbal as well as nonverbal communication. After this issue was highlighted Nike took a strict decision to fix this issue by expelling executives at the c-suite level and then implementing compulsory management training and creating a culture of good communication along with the process of internal reporting system. This will help in better interactions between the employees so that they can express their views either through verbal or written communication.


2.2. Schramm (1954)
The Schramm Communication Model is a cyclical model of communication which determines how the communication process between two individuals works when they exchange attitude, ideas, or messages.
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Figure 2: Schramm Communication Model
(Source: Ariel and Avidar, 2016)



According to the above presented graphical representation of the model, the process of communication seems circular. That is, the sender and the receiver of information might be a single person. As per this model, a specific message gets encrypted and then passed on to a different person. It remains upon the recipient to decrypt the message he/she receives from the sender, interpret it and encode it before sending required feedback on such message in a circular motion (McQuail and Windahl, 2016). Considering the case study of Nike, and incorporating it with the graphical representation of the Schramm Communication Model, the source of information are the female employees of Nike who came forward and spoke out about the male-dominated workplace culture in the organization that fostered discrimination and harassment within the workplace and the message was transmitted to the CEO of Nike (Slotosch, 2020). Before that, the communication failure resulted within the organization because the receiver of the information (the leader of Nike) regarding workplace discrimination and harassment due to the male-dominated workplace culture has failed to decrypt the information, interpret it and encode it and also failed to send required feedback on it to the sender of such information.

3. Communication Skills
3.2. Non-Verbal Communication
There is different type of nonverbal communications that are non-spoken, and the mode of communications are generally communicated by different kinds of facial expressions, gestures, body posture and even through tone in the voice.
The theory of nonverbal communication is a way to approach non spoken communication, emotion as well as social influence (Friedman, 2019). Nonverbal communication involves how different kinds of signs are related to communication. It also says how different kinds of signs can be used to communicate. In the case of Nike, body language and posture are one of the types of nonverbal communication that was clearly found within the female employees at the workplace of Nike. The female employees were harassed by male dominated environments where they did not communicate their areas of pain to any of the management people. The nonverbal communication within these female's workers can be understood when their actions show that they have no trust and faith in their HR. Similarly, facial expressions are also one type of nonverbal communication which were experienced within the female employees after they were harassed by the male dominated environment.

In another situation, similar nonverbal communication was noticed in Wells Fargo, which is the second largest bank in the United States where consumer financial protection bureau was given alert regarding suspected fraud. Reacting to this, the employees who are working at the local branches created fake bank accounts of customers and the number of such fake accounts reached up to 2 million without any consent of customers (Slotosch, 2020). This action and the steps taken by the employees was an example of nonverbal communication.

2.3 Berlo (1960)
Berlo's communication model, known as the SMCR model was developed on four elements naming Source i.e. the sender of the message (the female employees of Nike), Message (message regarding discrimination and harassment at Nike), Channel (Survey at Beaverton, Oregon headquarters of Nike), and Receiver (the CEO of Nike). All these four key elements include a number of sub-elements.
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Figure 3: Berlo’s SMCR Communication Model
(Source: Communication Theory, 2020a)

The source refers to the message sender, who encodes such a message depending upon his/her attitude, knowledge, communication skills, culture, and the social system he/she belongs to. Considering the case study of Nike, the message of the female employees must have solid content, elements such as verbal language, gestures, a particular structure, body language, treatment, format, and code. After the creation of a message, that message needs to get transmitted properly through a channel that might be in any of the forms of five human senses organs such as hearing, seeing, touching, smelling, or tasting to reach the final destination i.e. to the receiver of such message (Turaga, 2016). In the case study of Nike, the message of the female employees channelled through a survey (hearing).  The receiver of the female employees’ messages i.e. Mark Parker, Nike's CEO decodes the same. In the given case study of Nike, the female employees of Nike send the information that contains that due to the male-dominated culture at Nike, discrimination and harassment have been generated within the workplace (Slotosch, 2020). After decoding the above message, Mark Parker has taken dramatic steps to fix the internal communication issues at Nike.
3. Communication Skills
3.3 Listening
Active Listening
Active listening is a way through which a person acquires information and knowledge from other individuals or any group by providing complete attention and showing interest (Rodat, 2019). The process of active listening involves listening by paying attention to any kind of conversation without any introduction and take adequate time to understand what the speaker is trying to convey.


This process involves concentrating and trying to understand rather than only hearing to the speaker. If the leaders of Nike would had practiced active listening rather than they give excuses that they are non-aware of the problems, it would had solved the problems of the employees. An example of non-active listening was also found in the case of Starbucks where the duty manager called the police without actively listening about what they were trying to say and mistakenly made both the African American people arrested by the police. Rather than acting, the manager should had understood their issues by listening actively and then should had taken decision to act upon.

Empathic Listening
This mode of listening helps people to connect in a cognitively manner and also involves in replying back to the person so that there is a complete understanding that both have understood the exact meaning of the communication that was done (Koegel et al., 2016). In this mode of listening, the process of responding is also included which helps to improve the understanding and trust mutually in order to enhance and develop that was converted. After the higher management of Nike came to know about the fact of the conditions of the female employees, Nike took immediate action by expelling the executives at the C-Suite level and channelizing the entire process of proper communication by implementing training along with the practices of better HR processes and internal reporting system. The same issue of empathic listening was seen in the case of Starbucks where the CEO had immediately released a statement of apology directly to both the men.



Conclusion:


Communication refers to the practice to convey every meaning from one person or group or organization to another by the application of some mutually understood symbols, signs, and semiotic rules. For an entity’s managers, effective communication is highly significant to perform all the basic functions that are oriented to management like planning, leading, organizing, and controlling.  In the current study, Shannon and Weaver’s Communication Model, Schramm Communication Model, and Berlo’s communication model are discussed by incorporating a case study of Nike based on communication failure at the organization. Also, with this, three types of communication are discussed in this study to disclose how people use them in their daily life and their workplaces for communicating with each other and for expressing themselves. In every workplace, effective communication always establishes effective leadership and improves the overall working environment. Poor communication brings numerous organizational issues that affect an organization's operational performance in the long run. Therefore, every organization needs to apply a proper communication model to design a strong communication system for eliminating the possibilities of arising workplace conflicts and any other consequences of poor communication.
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