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[bookmark: _Toc49888563]Introduction:
My report is going to look at the importance of communication within the workplace. To talk about this, we shall first have to understand what exactly is meant by “communication”. Communication is the process of exchanging ideas, concepts, feelings or thoughts, typically between two or more people. More specifically this can be called interpersonal communication. The first part of my report I will look at the various models of communication, such as those defined by Shannon and Weaver, Schramm and Berlo. Afterwards, I shall focus closely on the different types of communication skills, such as non-verbal, active listening and emphatic listening. Its importance in the world of work will also be looked at in further detail. As clearly productive communication is very important for companies to be able to work both productively and efficiently. My report will then look at what happens when companies experience poor communication in the workplace; using both case studies and from my own experience. I will also demonstrate ideas for how communication can then be improved within the workplace. Finally, I will bring all of the report together in my conclusion. 

[bookmark: _Toc49888564]The Models of Communication:
By far the most well-known and influential of all the models of communication is that devised by Shannon and Weaver in 1948 & 1949. It is not for no reason that their work has often been called the ‘mother of all models’ (Hollnagel, 2005). The model was originally used to describe how an example of a telephone call worked. It consists of five elements; the first is the information source, or a sender, which generates a message. The second element is that of the transmitter, which converts the message into a signal, this is then sent through an information channel (in this instance the channel is the medium used to send message). Finally, this message is then sent to the receiver which decodes or reconstructs the message from the signal, before finally reaching its destination. Whilst this may seem complex it is reasonably simple, if we see it just as one person delivering a message (via simple oral communication, a text, a phone call etc.) to another. The other element is noise. In the example by Shannon and Weaver the “noise” would come in the form of distortion and crackling in the line. If it was a simple conversation at work this “noise” element might take the form of background noise or someone speaking too loudly. 
[image: ]
Figure 1: This is illustrated by the Shannon-Weaver model of communication in figure 11-1 (Curzon 1990)
A few years after the work of Shannon & Weaver came that of Wilber Schramm in 1954. Schramm argues that the person who receives the message, the recipient, should be able to easily understand it. It is similar to that of Shannon & Weaver, in that it is analysing the communication mechanically. It is simply describing the act of communication. However, Schramm builds on their model by clearly stating that unless the receiver clearly understands the message then the information is irrelevant. It also relies on the recipient responding to the message, otherwise it is not complete. So according to Schramm’s model, coding and decoding are the two main processes of an effective communication. In addition, its clear from this model that communication is a two-way process. 
Finally, we have the Berlo model. In 1960 Berlo looked to expand further on the work of Shannon & Weaver. Also called the SMCR Model of Communication (SMCR stands for Sender/Source, Message, Channel, and Receiver) this looked at the different elements that form the simple process of communication. There was a much greater emphasis on the ‘Source’ here, as Berlo shows the sender must have certain qualities in order to send a clear message. These consist of Communication Skills, Attitude, Knowledge, Social System and Culture. Berlo’s model argues that for effective communication to take place, both the source and the receiver need to be on the same level. They have to have on the same level otherwise effective communication is simply not possible. This, for me, is open to criticism as in normal day to day life it is rare that this happens. 

[bookmark: _Toc49888565]Communication Skills
This part of the essay will look more at that which Berlo referred to as ‘Communication Skills’; what are they exactly? It is perhaps best to break them down into two different groups: verbal and non-verbal. Verbal skills consist of speaking and writing. Non-verbal relate to a range of other aspects such as body language, tone/volume of voice, hand gestures or facial expressions, posture, signs, posture etc. Now both of these have certain qualities over the other. 
Verbal communication, is any form of communication that uses words to share information. This can take the form of both spoken and written language. For spoken communication, it is important to possess certain qualities in order to deliver an effective message. The tone of the speaker, clearness, volume, speed and the quality of words used. No matter what the message is that you are trying to convey, its success depends on how effectively you are able to deliver it. Within the workplace both can be utilised in different ways. A good manager is able to communicate well with his employees, to support them when necessary, to reprimand if necessary. They need to be able to inspire, persuade and motivate their employees, all of which rely on strong verbal communication skills. 
Written communication is also important. To deliver memos or reports, when there is a large amount of information it is always easier and more time efficient to deliver this in writing. A good CV is a way of communicating to a potential employer that you are right for the job. Written communication is also a good way of keeping a record, unlike that of speaking, which is not documented. Sometimes if you have a problem at work, verbal communication is vital to showing your employers that there is a problem. In some cases, it might be best to communicate in person. This allows for you to show a human element, for your boss to hopefully sympathise more, to put themselves in your shoes. Unlike if you wrote them an email. However, an email or letter ensures there is a record, which can be important. 
Mehrabian’s (1981) work looks at the importance of nonverbal communication, arguing that messages, especially those that express feelings, can be best understood via non-verbal cues. Nonverbal communication also plays a part within any workplace. If you are a boss delivering a daily briefing for example you want to be able to have eye contact with your employees. To show that even though you are speaking to a number of people, there is a personal touch. Conversely, if your employee is not maintaining eye contact, be it as a group or one on one, it can be a sign they are simply not listening. This is an important aspect of listening. 
Active listening is a largely self-explanatory term. It means you are fully focussed on the speaker, on what is actually being said, that you are taking in the words and their significance. If you are listening whilst half asleep, playing on your phone; or whilst not concentrating then you are not actively listening. Quintanilla and Wahl (2016) stress just how important it is to actually listen, and not just hear. For them “Listening requires you to concentrate on the verbal and nonverbal messages being sent and to determine the meaning of those messages.” The ability to listen is therefore not to be taken for granted, as in many cases being a good listener goes hand in hand with status and higher positions. 
The importance of emphatic listening must also not be ignored. A particular case study shows how emphatic listening can best be demonstrated. As a manager, John prides himself on being there for his team members. He has a close relationship with many of them, having taken time to talk about their families, hobbies, life outside of just work. During meetings he notices one employee is not her usual self, she is not as punctual, and she seems less interested in work more generally, too. John calls Natalie into his office and simply asks her how he can help. Here she opens up to him, revealing she is having to care of an ill parent. John acts as a mirror to Natalie. After John provides support without judgment. He offers to temporarily lighten her workload, and reassures her that her responsibilities will be waiting for her when she's ready to return to normal. John also makes Natalie aware of the support and resources that are available to her through the company. He also reassures her that their conversation will not be shared with anyone else, ensuring she keeps her privacy. 
This is best contrasted with another case study. Jennifer is a recent college graduate who started a new job as a recruiter for a local non-profit organisation. She has been having problems with both her boyfriend and flatmate and this manifests itself at work. However, here no one made the effort to see why she was distracted, neither her co-workers or manager. As a result, both Jennifer and the company suffered for this. Emphatic listening is about putting yourself in the shoes of someone else, to try and understand their problems, and see what can be done to alleviate them. Madelyn Burley-Allen puts forward certain guidelines which help with emphatic listening. Firstly, be attentive, and be interested. So, create a positive atmosphere through nonverbal behaviour. This makes both speaker and receiver more at ease, and allows for the speaker to feel safe and more at ease. Choose questions carefully, don’t ask too many, and don’t be too intrusive. 
From my own work I can recount previous examples of where communication was both effective and ineffective. Working in hospitality communication is the base of everything, without it the industry would simply crash and burn. With new waiters and waitresses coming in a regular basis it was not always easy to ensure they knew to ask customers of any allergies. It was also sent as part of the welcome pack, but it was buried beneath a mountain of text. This is something I had learnt a long time ago so for me I always made sure to ask. However, the manager didn’t tell this to a new waiter and he failed to ask. Consequently, one customer with a nut allergy received a plate containing nuts. In some cases, this mistake can be fatal, thankfully this instance it wasn’t. It can also have disastrous ramifications for both the waiter and the business as a whole, which could be forced to close. In this example the manager failed to communicate effectively with the team. This could be improved by the manager ensuring all new members of staff are made aware of this vocally. As whilst it was sent in the welcome pack some people respond better, or remember things easier via being told. 
Another more recent example led to two staff members walking out due to communication problems. In this example the waiters in question were not native English speakers and so already communication was going to be vital in getting any messages across to them. In this instance the manager would shout at them, be very vocal, in front of guests. This was style, his culture and mannerisms, which is not done with malice or too embarrass anyone, simply their background. However, for people of a different background and culture this can be scary and cause them extra pressure and stress. For me this could be improved in a number of ways. For one the manager can understand better working with people from different backgrounds. To put himself in their shoes.  As Robinson and Robinson show with Mario and Pedro. 

[bookmark: _Toc49888566]Conclusion
In conclusion; I have tried to show the importance of communication throughout this essay. The various forms it can take and how it is so important within the workplace. The models of communication I have explored show some of the early work with regard to analysing communication, even if these rather static models neglect certain aspects intrinsic to conversation. Verbal communication and non-verbal communication show just how important all aspects of communication are, from inspirational speeches given by world leaders, to the simple blinking of an eye or movement of a hand. I have tried to bring in examples from my own work experiences, and case studies, to show I understand the importance of communication, as well as trying to give suggestions for how it can be improved. 
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