                   ASSESSMENT BMSW 4002 ETW1

               Tutor’s name: MR. Timothy Hopkins

          Student : Florinel-Tinel Olteanu 2008330




In this report I will be exploring different aspects of communication; the meaning, importance and models of communication through different theories. Firstly, the definition of communication is described as follows “the imparting or exchanging of information by speaking, writing, or using some other medium”. Communication within a business or workplace is of great importance. Within the business it can reflect on how clearly you explain the business’ policies and terms of the products or services to potential clients. Another important factor of communication for a business is to achieve sales goals, the negotiation must be effectively implemented through excellent communication, this would encourage building strong business reliability for the customer leading to repeat purchase. Within the workplace, good communication can allow for a stronger working relationship to form, this would allow the staff to feel more motivated and content with their work environment. However, there are many consequences for miscommunication or poor communication within these environments also. Barriers could be created between the business and their clients as well as the staff and the management. If a business miscommunicates or misleads their customer of their product or service there may be legal issues that arise and bring the business’ reputation down, another less serious consequence could be the business losing that customer for future purchases. In a workplace, if the communication is poor, issues may arise between colleagues, which could result in less productivity and a hostile work environment, if the communication isn’t great between the management and the employees, the employees may not be as motivated, not clear of their aims and goals, or also this could open up the door to errors being made on the business’ behalf which could end up being costly, especially if those aspects are not improved in the long term the business could face major losses. I will now show and elaborate on the points I have presented in this report so far using theories and my own personal experience using a case study. 
The first theory I will be discussing is the “Shannon and Weaver” theory, this theory explains the flow of communication between the sender and receiver and the distortions that could occur as a result of the “noise source” or the disruptions within the transmission. 
The example for this could be, simply miscommunicating because of disruption in the signal, I had to call my colleague on the walkie-talkie and inform him of the disruptive customer I had to deal with “on the floor” (see fig. 1) of the casino as he started to misbehave, and I needed back up. My fellow colleague misheard the message as “on the door” and he made his way to the main entrance of the casino. After some time, the customer was getting rowdier and I was still waiting on my colleague, I then saw my colleague rushing towards me and realising that he could not find me by the “door” as he has misheard my message which initially meant needing back up on the “main floor”. “I need help on the floor”.
“I need help on the door”.


[image: Shannon & Weaver's Theory of Communication – themediastudentsblog]
For Shannon and Weaver diagram we have a good example ,, Maria and Pedro ‘’ :Figure 1 Shannon and Weaver diagram as an example to my scenario


,,Pedro works on a building site and Maria is his wife.
One day Maria phoned Pedro.
‘Hello, Pedro, when you’re coming home, see if you can get me a chicken.’
‘Okay,’ replied Pedro.
When he got home, Pedro took off his boots and coat and went into the kitchen.
‘Maria, where are you?’ He said.
‘Here – in the sitting room,’ she said.
When Pedro went into the sitting room, Maria said, ‘Where is the chicken?’
‘What Chicken?’ Asked Pedro.
The one I asked you to get on your way home.’
Oh, no! I thought you said when I come home I will see you in the kitchen! ’’

Q: Why do you think Pedro misunderstood Maria?
Q: Whose Model of Communication explains this confusion and why?
Q: How could this have been prevented?
Q: Whose Model of Communication explains how it could have been avoided?

On this example we can see from the text that Pedro is a building worker and most likely is a very noisy environment . As well the call receive from Pedro is was probably unexpected so he was not prepared to take the call  so he can take a break and go into a more quiet place/room.
 

The misunderstanding that happens in the communication is does not exactly rely on the individuals themselves, this is due to the factors that are out of our control which in this example is the signal between the walkie-talkies and the noise around us in the workplace. To Improve the S and W model is possible only if the communication happens face-to-face or understanding that the message could get distorted and to double check what the sender and receiver are saying. This however is not time efficient in urgent situations such that I was in. However, most of the time this issue doesn’t occur, and communication is affective.
The importance of the Schramm’s theory is that it involves words as well as other symbols and characters this means the message can also be verbal or non-verbal (examples include, WhatsApp messages, emails, phone calls and non-verbal such as behaviour, gestures, and body language). The model is also cyclical (see fig. 2) stating that the communication is a two-way street and that the “recipient and sender” can be one and the same which is the main difference to the S and W model. This is due to the fact in the Schramm’s theory I can have an option of a written message example being, if I send an email to my manager, I can also have it for my archives and look at it as well as the receiver can interpret it. Now, to refer to the example I used in my S and W analysis, it would’ve been more efficient for me to send my colleague a text to avoid the mishearing. However, as I had to keep my eye on the customer it could’ve resulted in more disruptions within the workplace whilst I would be getting my phone out and sending the message over to the colleague, also, as we’re at work my colleague could also not be paying attention to his phone due to being professional. 
[image: The interactive model of communication presented by Schramm [14]. |  Download Scientific Diagram]Figure 2 Schramm’s model example









[bookmark: _Hlk70686558]For Schramm’s diagram I use ,, The Professor ‘’ example :
,, A Professor of English at a well-known Welsh University lived in a large house not far from a little village. He never went into the village, 
bur shopped in the town near the University because he had nothing in common with the village people, who were largely uneducated 
and did manual jobs.
One night, the professor fell asleep while smoking his pipe and the pipe fell onto the carpet and started a fire.
When the professor awoke and saw the house on fire, he rushed into the village, screaming:
‘The edifice is being consumed by a great conflagration!’
‘The edifice is being consumed by a great conflagration!’
The village people looked at him and continued doing what they were doing
‘Don’t you understand?’ He said. ‘‘The edifice is being consumed by a great conflagration!’
They ignored him.
When the Professor returned home, he saw that his house had been completely destroyed. He sat down on the ground and wept.
The next day, he went into the village crying. ‘Why, oh why didn’t you help me? My home has been destroyed by the fire. I came and 
begged you last night.’ He wept.
‘But Professor, why didn’t you say that your house was on fire? We would have helped.’’
Q: Why didn’t the village people help the Professor?
Q: What should he have done to get them to help him?
Q: Whose model of communication do you think can explain this situation?
Q: Why?

 We can easy figure it out the reason why the village people didn’t help the Professor. Due to lack of knowledge the villages didn’t understood what the Professor for what he want or need plus the Professor never get in contact with any of the residence of the village so he may be recognised by one of them. In this situation the Professor should use common words so everyone understood what he may need and the villages may helped him .


This next theory is the one of Berlo’s SMCR

[image: ]
For Berlo’s Model of Communication I use the example from Maund CH 5 :

TROUBLE AT HOME, TROUBLE WITH TRAINING 
,,Jennifer is a recent college graduate who started a new job as a recruiter for a local nonprofit. Her job consists of placing individuals with employment barriers into jobs. She must build relationships with employers, secure job leads, screen candidates, and report her monthly hires/ placements. Her position is commission based, which means she must make placements to earn money. While in training, she found herself preoccupied by several things going on at home. She was fighting with her boyfriend and in a conflict with her roommate. Her boyfriend sent her numerous text messages while her new manager explained the job responsibilities to the class of new hires. Between worrying about her relationship and the pressures of learning a new job, she heard the new manager say that she should do anything in her power to get placements, as this was the most important thing to remember of all the training content. A few weeks into her position, Jennifer found that she felt really lost about how to do her job well. She was not making any placements. Whenever she approached her coworkers, they did not seem to listen to her. They rarely looked up from their computers or phones, and she had to repeat her questions several times before they answered. When they did respond, they answered only parts of her questions. Jennifer was left confused and frustrated. They all said the same thing, however: Getting placements was the most important thing to focus on, no matter how she met her goal. She followed their lead and began claiming credit whenever any of her clients found a job, whether she had assisted them or not. Jennifer was cutting corners to reach her placement outcomes. She had "heard" the message loud and clear. A few months later, Jennifer, her coworkers, and their immediate supervisor were terminated and the nonprofit was under investigation for fraudulent reporting. ‘’


This model focuses on the disruptions that can occur during the communication via the phone for example, due to the lack of signal and connection the message could be partially received or not received at all. This is different to the S and W theory as it states the message is received either way at the destination. There are two types of noise in this and the S and W instances external and internal. The external noise being the one that you could be surrounded in at either end (sender or receiver) which could lead to misunderstanding of the original message and misinterpretation. The internal noise being more due to the senders and listeners communication skills such as their ability to listen, speak and even affected by their different accents, as well as attitude towards the sender or receiver and language barrier due to the lack of knowledge of certain words or information. This model could be very useful to analyse cultural factors of different cultural understandings, traditions, interpretations as well as the language barrier and the accent.
 My workplace example is as follows, I was asked to help a receptionist to take down some numbers for a transaction that had to be done between the customer and our workplace, however the service on the customers end was very poor and as they were dictating the numbers to me, I found myself mistyping the numbers I needed. I misheard numbers being said to me as their voice would cut out every couple of numbers which resulted in errors within the transaction and the payment details being inaccurate. We resolved this by the customer sending us an email to confirm (which links back to the Schramm’s theory).

In addition, in this report I want to analyse the different methods of communication, as there are 2 types (verbal and non-verbal). Verbal communication refers to spoken as well as written communication, the delivery on this depends based on your tone and use of words. Within the business it can be very rewarding to have successfully used verbal communication as this makes it clear to the staff what are the expectations/targets, and this encourages the staff to act upon it driving the results up of the business. Non-verbal communication refers to the posture, gestures and body language as well as tone, this almost sets the “tone” to the conversation. 
 

The employees could be motivated over the positive speaking style or putt off if its negative, as non-verbal communication opens a lot of room for interpretation from personal perspectives which may come across completely opposite to the desired outcome or how it wished to be portrayed. To help efficient management style, the management should speak with more of a positive voice and be clear and engaging with the listener as this is more likely to make the staff (the listener) understood and trusting of the management. Active listening is all about paying attention to the speakers both non-verbal and verbal cues, this opens opportunity to the listener to be alert to an opportunity for a well put together question to further open doors for more important information, not doing so could result in that being missed. Empathetic listening however, links to bettering and making the understanding stronger of the speaker, this touches on it being more emotional and intellectual, in a workplace this could benefit the staff a lot to feel like they’ve been understood and listened to. I do believe that the personal awareness tool of K.E.Y.S is vital to understanding listening as it always links back to yourself and how you interpret the scenario at hand, as well as implementing S.O.L.E.R allows you to portray with the correct body language your investment into the speaker and being aware of your body language. 
Communication holds a strong importance within my work environment also, I feel like I have the back up from my colleagues if I happen to make a honest mistake at work or to resolve any miscommunication. As per my example for the S and W, I have now suggested to the management that my fellow colleagues would have smart watches where we could send and receive certain updates via text, which incorporates the Schramm model and its effectiveness moving forward for my workplace environment. This the eliminates certain concerns that the Berlo’s model stated as we possibly found more of a direct information exchange within our communication.
To conclude, I believe I have thoroughly explored the various communication techniques and theories which I then applied to my personal case study of the workplace. I have discussed the importance of effective communication and my beliefs of what is effective and what isn’t through given examples. I want to emphasise that I firmly believe the theories explored in this report are a very excellent explanation of communication and the strengths and weaknesses for each of the models. Non-verbal and verbal communication hold strong importance within the efficiency between the staff and the management of a business as well as active and empathetic listening, allowing the workplace to feel safe and secure for the employees if approached in the correct manner. If however it isn’t, this could cause serious cost damage, reputation loss and untrusting employees. 
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