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Based as much as possible on your own friends’ real-life experiences discuss how well employers perform at communicating. Using your findings and what you know from theory, reach some firm conclusions as to how workplace communication and performance of employers can be improved. (2000 words)
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In all aspects of life, communication is used to express emotions and ideas to one another. In essence, communication is the exchange of messages through different transmission mediums (Lunenburg, 2010). These transmission mediums include verbal and non-verbal communication and more abstract forms such as art, music and fashion. In regards to the workplace, communication is vital in ensuring harmony amongst employees, increasing output and collectively completing tasks. This essay will explore how communication in the workplace can be used and further improved, using Paperchase Products as a case study. To achieve this, the essay will begin by exploring two theories of communication: the Shannon and Weaver Model of Communication and Schramm’s Model of Communication. Then, three transmission modes of communication will be explored: verbal, non-verbal and digital communication. Each will be explored and understood through the use of examples. Also, each section will address the limitations of each method and recommendations on how to solve them. Finally, the essay will conclude with a summary of the main points.

The Shannon and Weaver Model of Communication (1949) is a linear explanation of how the communication process works. The model begins with a sender that typically has information that is to be messaged across. The message is then encoded; the information is transformed into a way that recipients can understand. The sender sends the encoded message through different channels, or mediums, such as verbal or written communication. The message is then decoded by the receiver; the receiver translates the message and tries to apply it accordingly (Shannon and Weaver, 1949). Once the message is received and applied, the decoder can also provide feedback for the sender and information on outcomes and the interpreted messages.

This model tries to simplify the communication process. However, there are a few components that affect the final message that is received and decoded. The communication flow can be disrupted by what Shannon and Weaver (1949) refer to as noise. Noise can be understood as disturbances such as people, ideologies and environment (Chandler and Munday, 2011). As a result, this leads to misunderstood messages and leaves room for assumptions. This can make the communication process ineffective as the misinterpreted message can be interpreted wrong and therefore counter-productive. As a result, Shannon and Weaver (1949) stress the importance of feedback for ensuring the message sent is understood by the receiver.

Unlike Shannon and Weaver’s model, that concerns a sender encoding a message and receiver decoding the message, Schramm’s Model of Communication (1954) involves a two-way process where both sender and receiver alternate between sending and receiving methods. This model is more like a cycle. In this model, both the sender and the receiver encode and decode messages sent to each other. Like the previous model, this model involves a sender that sends a decoded message, a channel in which the message is sent and a receiver who receives the message and decodes it (Schramm, 1954). Feedback is then provided to assess whether the message has been interpreted and understood correctly. This process is not a straight channel, rather, it is a circular process that constantly exchanges between the sender and receiver. Also, as there is no main sender, this de-centralizes communication and makes it a more shared process. As Schramm (1954) explains, in order for communication to be effective, the people involved should have common interests or have a somewhat close bond. Also, the important should be considered important to both, or all, participants (Schramm, 1954). This makes the communication process more productive as there is a constant exchange of information, ideas and messages.
The main focus in this model is the process of encoding and decoding the message, rather than the content of the message. The purpose of this is to reduce assumptions and misinterpreted messages (McQuail and Windhal, 1981). However, there is still margin for error in this model too. As Schramm (1971) explains, the background of the individual and their experiences plays a role in how they encode and decode messages. As individuals have varied knowledge, cultures, beliefs and experiences than one another, there is no guarantee messages will be interpreted and understood in identical ways (Schramm, 1971). Similar to the previous model, Schramm stresses the importance for feedback to ensure the messages are decoded and received properly.

Having explored the different theories, it is important to address the different communication transmission methods with reference to the workplace. A primary method of communication, verbal communication concerns the transmitting of ideas through speech. This mode of communication involves oral communication between senders and receivers. These messages are communicated through the use of different languages, subjects and anecdotes; these are the channels in which the messages are sent (Quintanilla and Wahl, 2017). In this process, the participants take turns to speak and listen; this follows the decoding and encoding cycle from both theories.  In a workplace setting, verbal communication typically happens between the management team, the manager and deputy manager, and the remainder of the employees. 

Verbal communication is important in the workplace as it allows employers to build rapport with employees. This includes the exchange of messages and ideas with the employees through conversational methods (Griffiths and Dunham, 2017). For example, at Paperchase, every employee who starts their shift is warmly greeted by the manager and given a briefing on what the targets for the day are and what tasks are to be carried out. The employees are also given a period for their own input; this process was referred to as the ‘team talk’ and aimed to put the employees in the right mindset to work. Rapport building makes employees feel a level of bonding with their employers and feel like they can approach them more (Fisher, 1981). Whether applied on a one-to-one basis or as a team, employers who communicate effectively ensure the workforce are listened to. When the employees feel acknowledged and listened to, they are more likely to be productive as they feel their input is impacting the team and working towards a common goal. 
Furthermore, successful rapport building welcomes feedback. In both communication theories addressed above, feedback is integral in the process as it indicates whether the communication has been successful between the sender and the receiver (Griffiths and Dunham, 2017). When the workforce feels comfortable with each other, they feel comfortable in sending feedback. This can be both positive and negative feedback. For example, at Paperchase, the manager would give appraisals such as “good work” and “good job” when employees completed the tasks confidently and the sales targets were met. Similarly, when employees felt unsure about the tasks they were supposed to perform or they were feeling down that day they would communicate this to the manager and other team mates. All of these are indicators of emotions and signalling. This clears any assumptions which may disrupt decoding. As a result, as long as the feedback is constructive and boundaries are respected, verbal communication between the employers and team members can prove very successful. 

Verbal communication can be ineffective if the channel becomes disturbed. As Morgan (2017) explains, communication channels can be disrupted by perceptual filters; these are internal factors that affect the decoding of a message (Morgan, 2017). In a workplace setting, some employees can be demotivated and distracted. An appropriate solution to this is to approach the employee and discuss or if there is gross misconduct reprimand them. However, in tense situations, emotions may cloud the thought process and the employer may begin to shout and use inappropriate or degrading language. This is disrespectful and counterproductive as the employee may become resistant or even quit. Therefore, it is important to respect boundaries at all times and always apply a level of professionalism in conversations; whether the subject is good or bad.

Whereas verbal communication is an oral form of transmitting messages, non-verbal communication concerns the passing of information through actions and gestures (Stanton, 2009). Non-verbal communication can be expressed through physical touch, eye contact, movement and body language. As Ivy and Wahl (2014) explain, non-verbal communication is “communication other than written or spoken language that creates meaning for someone” (Ivy and Wahl, 2014, p. 5). Whether applied to dialogue or not, all indicate certain emotions towards individuals. As Sampson (1995) explains, non-verbal communication is important as humans are visual creatures and absorb information visually (Sampson, 1995). Additionally, Lavan (2002) states that 55% of interpersonal messages are channeled non-verbally (Lavan, 2002). This makes non-verbal communication an important method of transmitting messages in the workplace. 

In contrast to verbal communication, that is concerned with what is said, non-verbal communication is concerned with how something is said. Para-language is an aspect of non-verbal communication that concerns tone, pitch and the speed in which someone talks (Fisher, 1981). These variate in different situations and communicate different messages. At Paperchase, when the employer would address a serious topic, such as a theft that had occurred, their tone would be much more composed and stern and they would speak more slowly and clearly. This highlighted the seriousness of the situation. On the contrary, when the manager would address good news, they would speak much faster and in a much higher tone, highlighting their excitement. Hence, para-language is an important transmitter of ideas and emotions. This is important in the workplace as non-verbal cues help the decoder understand the message further by understanding also how the transmitter feels. 

The use of body language, another non-verbal cue, is also important in the workplace as it is another indicator of emotional state (Hasson, 2012). Body language includes posture and hand gestures. At Paperchase, when the manager was disappointed or unhappy, they would typically stand upright and arms were folded. However, when they were happy, their demeanor was more relaxed and bouncy and would use more hand gestures. This makes body language important in the workplace as it is effective in expressing emotions; this communicates to the employer how the employees feel and vice versa. 

Body language, however, can be counter-productive as it may communicate mixed messages. Body language is more natural and instinctive (Mehrabian, 1981). As it is emotive and unrehearsed, people may be unaware of the message their reactions send (Stanton, 2009). For example, some people have a very upright posture. This may be misinterpreted as a sign of superiority; this makes the individual less approachable. Therefore, body language also poses a problem as it allows assumptions to be formed. As mentioned previously, assumptions arise when the message is decoded improperly. Although unintentional, bodily reactions or certain postures may cause miscommunication in the workplace. In this case, both employers and employees must exercise verbal communication to make any assumptions disappear. This ensures harmony in the workplace.

Digital communication is a contemporary communication process that happens virtually and is important in the current digital age. As society becomes more digitalized, digital communication allows the communication between individuals without human interface (Pierce, 1967). Digital communication is emitted through electronic transmission media. These include digital devices such as smartphones and laptops and social media platforms such as emails, Facebook and Skype. This is a useful transmission medium as it allows communication amongst individuals that cannot meet in person. In the Paperchase workplace, video-conferencing took place every Tuesday between the Area Manager and multiple managers to highlight performance and progress. This information was then passed on to the employees on site. This is an effective mode of communication as it is time-efficient; meeting face-to-face can be laborious and time consuming (McQuail, 1975). In addition, as digital communication happens through an interface and can be sent at any time, employers and employees can compose and edit their messages before sending them. As a result, emotional restraint can be practiced and help both the encoding and decoding of messages. 

A major weakness of digital communication is its limitation in rapport building. As communication happens through an interface, individuals cannot see the reaction or facial expression neither can they hear their tone. For example, At Paperchase, the management team always received messages from members of Head Office and rarely ever met them. This creates a barrier as intentions are not clear and the users feel less comfortable. Also, Driske, Radtke and Salas (2003) mention digital communication is unable to reach coherence of face to face interactions (Driske, Radtke and Salas, 2003). As a result, employers should combine digital communication with both verbal and non-verbal modes as employees may find it hard to approach them if they have only communicated digitally.

In conclusion, it is evident that effective communication is necessary in the workplace to enhance co-operation and make individuals work together harmoniously. There should be common respect amongst all employees; employers and employees must respect differences and work professionally towards a common goal. Also, feedback should be allowed as it is a vital step in the communication process. This is because it welcomes constructive criticism and the address of grievances or misunderstood messages. In turn, employers can understand their employees better and assess whether their communication methods are effective. This also makes the workplace a welcoming, pleasant vibe. This in turn increases motivation and productivity levels and makes communication key in performance and output.
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