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Communication is defined as the process by which one party imparts or transmits meaning/ information to another (Harper, 2001). When we communicate with each other, we increase our shared knowledge. This sharing can sometimes lead to conflicts, particularly when it is about opposing views and interests (Rosengren, 1999). Additionally, there may even be barriers to effective communication that can lead to conflicts. This document is geared towards exploring communication in the world of work by examining three models of communication, characteristics of effective and poor communication, and the consequences of poor communication. 
In doing so, different case studies (located in the Appendix) will be integrated throughout the discussion to be used as examples of different models or communication phenomena within the models, as is appropriate. This will include causes of poor communication as well as the means of avoiding it in the future.


[bookmark: _Toc71122290]Models of Communication 
Models are systematic representations of events or objects in an idealized and abstract form, and usually eliminate details while focusing on the essential factors (Mortensen, 1972). Communication models clarify and simplify the communication process and allows one to visualize what previously could only be described conceptually. They also create a framework for identifying and resolving problems in the communication process. 
In the following section, I will briefly examine three models of communication: Shannon-Weaver, Schramm’s, and Berlo’s.
[bookmark: _Toc71122291]Shannon-Weaver Model of Communication
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Figure 1. Shannon-Weaver model of communication
This model is based on seven (7) basic concepts (Chandler, 1994):
1. Sender –the producer of the message. S/he decides on how the message should be sent, and then sends it
2. Transmitter – converts the message into a signal
3. Channel – means used to send the message. The signal is converted to be sent via the channel
4. Receiver/ Decoder – receives and reconstructs the message
5. Destination – point to which the reconstructed message finally arrives
6. Noise – disturbances that prevent messages from getting to the destination as intended.
7. Feedback – recipient’s response to the received message.
The sender encodes and sends the message to the destination via technological channels, including mobile phones and email. The mobile phone converts the message (audio, text or multimedia) to digital form and transmits it via radio waves. The receiver then decodes the message, and presents it to the recipient/ destination in a form identical to the original. Problems may occur during the communication process due to noise in the channel.
This communication model is applicable to the scenario involving Maria and Pedro, as it covers all aspects of the communication that occurred between them. Specifically, it includes the disturbance (i.e. noise on the building site) that prevented the message from getting to Pedro as intended by Maria, thus causing a miscommunication. Such a miscommunication could have been avoided if a different channel was used. For example, if Maria had sent a text message, a misunderstanding would be less likely. Additionally, the fact that ‘chicken’ and ‘kitchen’ sound similar could have contributed to the misunderstanding.
Even further, Maria instructed Pedro to “get” instead of perhaps “purchase” or “buy” a chicken. Had any of these words been used, Pedro is less likely to have misunderstood. Even if he heard “buy me a kitchen”, the ridiculous nature of such a request would either caused him to seek clarification or conclude that she was asking him to buy chicken.
This model, like the others to follow, does have several drawbacks. Chief among these is the fact that it is not as easily applied to group or mass communication as it is to person-to-person communication. Additionally, it focuses on linear/ one-way communication, when communication can sometimes require some level of back and forth before the message is understood (Wallace, 2019).
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Figure 2. 1.1	Schramm’s Model of Communication. Source: Wrench, et al. (2020).
Introduced in 1954 by Wilbur Schramm, this model is an improvement on the Shannon-Weaver model. It treats communication as a bidirectional process taking place between encoder and decoder, as opposed to a strictly linear process (Wrench, et al., 2020). It takes people’s interpretation of the message into account, and contends that people’s knowledge, cultural background and experience all play an important role in determining how a message is interpreted. In fact, Schramm argues that the message is useless until and unless the recipient is able to understand it. He further states that the communication process is neither complete nor effective if no feedback is obtained from the recipient of the message.
This model could also apply to Maria and Pedro. If Pedro had provided more meaningful feedback (perhaps by repeating what he heard back to her), he would have created the opportunity for her to clarify any misunderstandings. Even though the communication broke down, Schramm’s model also works with the case of Mark and Alana. As Mark was speaking, Alana would nod, communicating to him that she was listening to and understanding what he was saying.
One major drawback of Schramm’s model is the fact that it ignores situations in which there is a power balance between the communicators; the leader is peaking and the listener is attempting to understand the message.  Also, much like Shannon-Weaver, Schramm’s model does not work for mass communication, and focuses on communication between two individuals (Drew, 2015).
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[bookmark: _Ref69467432]Figure 3. Berlo’s SMCR Model of Communication. Source: (Kobiruzzamam, 2021)
Developed in 1960 based on the Shannon-Weaver Model of Communication, the SMCR (sender, message, channel, receiver) model was proposed by David Berlo, and describes the factors that improve the effectiveness of communication, as shown in Figure 3 (Lee, 2021).
S – Source 
	Several source-based factors affect the quality of the communication. Communication skills refers to sender’s capacity to write or vocalize his views or ideas. Attitude refers to the source’s position, which the listener may affect. If the source of the message has the necessary knowledge on the topic being discussed, then s/he will be more effective in transmitting that information. The sender’s values, beliefs and opinions (i.e. social systems) also play an important role in how effective s/he is at communicating (Devimeenakshi & Tyagi, 2013). Finally, cultural differences also affect messaging. The sender may find a message inoffensive while the recipient, from another culture, may find it incredibly offensive.
M – Message
	This is primary material that is being provided by the sender to the receiver, and may take the form of audio, text, or multimedia. Berlo identified five (5) features of the message element that determine the effectiveness of the communication process:
1. Content –substance of the message, from start to finish.
2. Elements – non-verbal accompaniments of the content, and includes things like language, and gestures.
3. Treatment – manner in which the message is conveyed to the recipient.
4. Structure – how the message is arranged.
5. Code – form taken by the message whether language, text, audio, multimedia etc.


C – Channel
The vehicle used convey the message between sender and receiver, and includes instruments such as radios, mobile phones, newspapers, etc. The five senses (seeing, tasting smelling, hearing, and touching) determine the effectiveness of this element of the communication process. 
R – Receiver
	Recipient of the message/ information that was sent by the source. The same factors that affect the efficacy of communication on the sender’s side also affects the communication on the receiver’s side. In their absence, the communication process is rendered ineffective. 
Berlo’s model is also an ideal framework for identifying and preventing the source of communication errors between Maria and Pedro. The coding of the message in this case should have been different; instead of sending an audio-based message, it should have been text-based. This is because a visual message can still get through effectively even when the environment has auditory disturbances (Morrill & Cooper, 2014).
Berlo’s model could be reasonably applied to the scenario between Mark and Alana. Specifically, by loosening his tie and crossing his legs when talking about the problems he has with the company, Mark could be unknowingly offending Alana. This demeanor (or element of the message) is perhaps not aligned with the cultural standards in America.
Another case of message elements or treatments being a communication barrier is that of Barry. Most of the employees did not speak English as their primary language. Therefore, simply posting signs, in English, telling them what to do would not be sufficient. He should have considered using visual signs showing these actions (or pictograms) rather than text, or presenting this information in the native language of the workers.
Though Berlo’s model can be useful, it does not take factors such as the need for feedback into consideration; it is a linear communication model. Additionally, it does not consider the effects of noise on communication (Mahajani, 2016).
Now that we have explored the communication models, we will look at what constitutes effective communication. 
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The ability to effectively communicate with colleagues, superiors and subordinates alike is a critical to the proper functioning of a workplace, regardless of industry.  The seven Cs of communication outlined below are indispensable if we wish to be fully understood when we communicate with others (Ellis & Abbott, 2017). They are focused primarily on the sender of the message:
1. Clear – be clear about goals or message. Think about the purpose for communicating with a particular person. If the speaker is not clear about the reason for communicating, then the listener will not be sure. The listener should not need to ‘read between the lines’ in order to understand your message.
2. Concise – focus on the main point that you want to make, and keep the message as brief as necessary. One should not have to listen to five (5) sentences in order to understand what could be said in a single sentence. This requires the elimination of filler words in our communication. 
3. Concrete – the receiver has a clear idea of what the sender is saying. Details may be included, and the facts given are clear and readily understood.
4. Correct – fits the audience, and is error-free. It should also fit the knowledge and education level of the receiver. 
5. Coherent – has to be logical, with all the points mentioned being relevant to the main issue being discussed.
6. Complete – the sender provides the recipient with all the information they need so that they can respond or act in an appropriate manner (Sureka, et al., 2018).
7. Courteous – communication characterised by an open, honest, friendly attitude towards conveying the message. It is mindful of the receiver’s perspective when formulating and sending the message. 
One workplace/ industry that generally communicates effectively is customer service/ support centre. These entities tend to use a script when responding to customers’ requests or providing information. Calls made to these support centres are usually answered with a friendly, welcoming (courteous) tone. Since the companies would specialize in a particular good or service, the scripts tend to be made specific to a particular problem. For example, how to connect a wireless printer. Additionally, such a script, as read by the service provider to the client, would have clear information relevant to the brand and model of printer that the customer owns (correct information), excluding other makes and models (concise). The information/ instructions would be provided in a logical (coherent) order so that no step is missed or executed at the wrong time. At the end of the interaction, the customer would have had his/ her issue resolved, as the information provided would have been complete.
Now that effective communication is understood, we will briefly look at poor communication and its consequences.
[bookmark: _Toc71122295]Poor/ Ineffective Communication 
Poor communication occurs when there is a difference between what the sender of a message wants to communicate and what the recipient understands. This can have detrimental consequences for any industry, and health and social care is no different.
[bookmark: _Toc71122296]Consequences of Poor Communication in the Workplace
A major source of workplace disputes is poor communication. This is often due to the elements of the message (see M-Message in Berlo’s model) or differences in culture and communication styles, or the absence of communication altogether. For example, Isa (2015) outlines a situation in which a supervisor put another worker in charge of another employee’s tasks without first informing that employee. Such a move can reasonably be seen as an insult, and serve to increase tension among workers. This not only creates conflict, but also negatively impacts morale and productivity.
Additionally, research conducted by King et al. (2013) has found that poor communication forms a major hurdle to the safe and effective transfer of patients between hospitals and skilled nursing facilities (SNF). Poor communication was also identified by Pourasghar et al. (2016) as a major contributor to undesirable results in healthcare facilities whenever patients are being transferred from hospitals to care facilities.
[bookmark: _Toc69026328][bookmark: _Toc71122297]Conclusion 
In the workplace, effective communication is key to avoiding confusion, building positive company culture, and improving productivity. Shannon-Weaver, Schramm’s, and Berlo’s SMCR communication models are all useful frameworks for understanding and assessing the communication process in order to identify and resolve communication issues. We also saw that effective communication is characterised by several features, as outlined by the seven Cs. The case studies demonstrates how miscommunication can occur, and also provides a means of avoiding those errors in the future. 
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MARIA and PEDRO

Pedro works on a building site and Marfals his wife.
One day Maria phoned Pedro.

“Hello, Pedro, when you're coming home, see If you cangetme a chicken.’
“Okay,’ replied Pedro.

When he gothome, Pedro took off hisbootsand coatand went into the kitchen.
“Maria, where are you? He said.

“Here ~in the sitting room,” she said.

When Pedro wentinto the sitting room, Maria said, “Where is the chicken?
“What Chicken? Asked Pedro.

The one | askedyou toget on your way home.’

Oh, no! | thought you said when | come home | will see you in the itchen!

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?

1A: Maria said to Petro,, to get a chicken,, instead of being more explicitusing ,,to buy, or
,,go to thesupermarket,, .

2A: Shannon and Weaver's model enhance how noise can compromise the
communication.
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‘Adspted from Quintarilla, KM, sndWahi, 5T Day withthe Chief in Maund et ol Chspterd.

As a reward for being the tap salesman for his computer manufacturing company in London, Markis
rewarded by afree trip to the campany’s head office in California to meet the Chief Executive Officer
(CED), Alana Brawn. He had heard peaple describe Mrs. Brown asthe ‘Wicked Witch of the West’
because of her rough way of speaking to people and her quickness at dismissing em ployees who do
nat please her. They had also said that she never smiles, doesn’t make eye contact and doesn't like
peaple starting up a conversatian

Althaugh Markis excited to be gaing ta California, he is nervous about meeting Mrs. Mills. He
doesn't know what she would talk about or how she might treat him. After all, e is just a salesman
and she is hoss of a multinational corporation. She would abviously want to knaw about his sales
strategy and how he succeeds in canvincing people to buy their com puters. His friends at work had
said that she might even promate him

He arrivesin California and is taken fram the airport by a company car to the company’s offices,
where he ismet by Mrs. Brown’s secretary, who takes him in to see her. Mark’s mauth is dry, and he
is trembling ashe entersthe large office. He is shocked when he sees a small woman sitting behind a
large desk, smiling at him with friendly eyes. She stands up, shakes his hand and asks him if he had a
good flight. He nervously saysthat it was good, and he waited for her to invite him to sit

“Would you like a cup of tea or coffee ~maybe a glass of water?’ Asked Mrs, Brown

‘Nothing just yet,” he stammered.

‘Please have a seat,” she said smiling ‘| have been laoking forward to meeting aur top salesman.’
Mark smiled. Mrs. Brown was nathing like the witch they had said she was

She asks him many questions about how he approaches his wark and haw he gets peaple ta buy
their products. She also wants to know how the cam pany fits in with his own professional goals. He
begins ta feel more and more camfartable because these are things he knaws and had rehearsed
over and over in his mind

Mrs. Brown leans forward, listens and nads her head in understanding. Markis now completely
relaxed, so he loosens his tie, crosses his legs and begins ta tell her what he thinks is wrong with the
Landon office. He tells her how his imm ediate supervisor had failed on many occasions to take
opportunities to increase sales and how he thought they should be paid better,

Mrs. Brown squinted her eyes as she looked at him. Then she stoad up and said in a gruff voice.

‘My secretary will show you out.”
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COMMUNICATION: A CASE STUDY adapted from The University of lowa Food Safety Project

Case Study 1 - Barry and Communication Barriers: Effective Communication asa
Motivator

As you read their case, think abouthow you might help communicate with the
employee to remedy the conflict. Answerthe crifical thinking questions atthe end of
the case

Barty is a 27-year old who s the manager of a restaurant. He is responsible for
supervising andmanaging all employees n the kitchen . Employees working there
range from 16 years old to 55 years old. In addition, the employees come from
diverse cultural and ethnic backgrounds. For many, English is nottheir primary
language

Bary is qualified food safety officerwhotries his best to keep upwith food safety
issuesin the kitchen, but he admits it's noteasy. Employees receive "on the job
training” aboutfood safety basics (for example, appropriate hygiene and

han dwashing, timeftemperature, and cleaning and sanitizing). Butwith high turn over
of employees, training s often hurried, and some new employees are put rightinto
the job withouttrainingifitis a busy day. Eventually, most employees get food
safety training of a kind. The owners of the restaurantare supportive of Barry in his
food safety efforts because they know if the Health and Safety Inspector found

stan dards to be poor, their restaurant could go out of business. Still the own ers
note there are additional costs for training and making sure food is handled safely.

One day Barry rushesto get intowork on time. He had been working on his car until
2am. andrealized that he didn'thave a clean uniform. However, he managedto
findonethatwas notvery dirty. As he dressed, he realized that he needed a haircut
anda good hand scrubbing, especially afterworking on his car

When herushedintothe kitchen, he noticed several trays of uncooked meat on the
worktops. They appearedto have been sitting at room temperature for some time.
Bary is frustrated and doesn'tknow whatto do. He felt like hewas beating his head
againsta brick wall in tryingto get his employeesto practise food safety

Barty has made many efforts to get them to learn howto handle food safely. He has
putlarge signs all over the kitchen: KEEP HOT FOOD HOT AND COLD FOOD
COLD andWASH YOUR HANDS OFTEN. All employees are given a thermorneter
when they start 5o that they can assess thetemperature of food. Hand sinks, soap,
and paper towels are available for employees so that they are encouragedto wash
their han ds frequently




