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1. INTRODUCTION
   The purpose of this report is to explore the concept of effective communication from both the theoretical and practical perspectives. This report will explore three prominent theories on the communications field; (1.) Shannon and Weaver Model of Communication, (2.) Wilber Schramm’s Model of Communication, and (3.) Berlo’s Model of Communication. The theoretical insights will then be applied to practical evidences of both the author’s in-class activities, and experience with communication in the workplace. This report will examine three distinct examples of my personal workplace experience to evaluate how well the communication worked in our scenario, and what we could have done to further improve it.
2. [bookmark: _Toc26266140]IMPORTANCE OF COMMUNICATION IN MANAGMENT
   Success in an organisational environment depends on how well organised the involved people are. The effectiveness and efficacy of their communication can make a strong influence on their performance. Studies note that better communication flow in the workplace is linked to increased workout/performance, productivity, and employee engagement (Femi, 2014; Bucata & Rizescu, 2017).
   The components of creating an effective communications environment arguably includes the availability of proper interpersonal skills (i.e. a unified social system, communication skills, cultural competency), availability of appropriate mediums (i.e. electronic, radio, physical), and an appropriate communications environment. Insights into creating effective communication are explored through theories in the following section.
3. COMMUNICATION THEORIES
[bookmark: _Toc26266142]Berlo’s SMCR Model of Communication
   Berlo’s model of communication is constituted by four processes over which communication takes place; (i) Source, (ii) Message, (iii) Channel, and (iv) Receiver. In this model, when a communication takes place, the sender encodes a message based on their communication skills, attitude, culture, knowledge, and other interpersonal factors (First stage). This ‘message’ can be of any content or code (Second stage), sent through an appropriate channel (hearing, touching, tasting, etc.) (Third stage). The ‘receiver’ then takes the message and ‘decodes’ it as per their own communication skills, attitude, culture, knowledge, and other interpersonal factors (Fourth Stage) (Turaga, 2016).
[image: ]
[bookmark: _Toc26266152]Figure 2: Berlo's Model of Communication (Source: Businesstopia.net)
   Berlo’s theory of communication is modelled around encoding and decoding of communication – the theory asserts that both the encoder and decoder have a different method of interpretation for the communication. This means that if two people do not share similar interpersonal skills, their communication might be misunderstood or confused. The channels of communication are also important; the channel used by the encoder will be interpreted differently by the decoder, which makes it important to choose a channel that can be used by all the communicating parties. 
   However, it is can argued that the linearity of this communication model means that it does not account for other elements of a communication, i.e. noise and disturbance. It also does not appear to have any mechanism for feedback from the decoder using two different communication models at the same time (i.e. physical sarcasm).
[bookmark: _Toc26266143]Schramm Communication Model
   Schramm’s model of communication asserts that effective communication is possible only in a loop; a continuous exchange of messages that originate from an encoder and are then interpreted for their context and meaning. Unlike other models of communication that take into account the influence of interpersonal skills, cultural competency, and even environmental noise and disruption, the Schramm model focuses on a simplistic loop of communication (Schramm, 1954; Croft, 2004). This indicates that the theory assumes that all communication contexts happen in a strictly local sense where the communicating parties have no difficulty understand each other (i.e. language barrier, distance barrier).
   Although this theory provides a simpler approach to communication, the applicability of it to measure effective workplace communication is important because modern workplaces often have several layers of disruptions and interpretations that hinder effective understanding and communication, which means communication is often not loop-able. It is arguable that the scope of the message would be vulnerable to disruption, or convenience, when comparing different forms of communication medium.



[image: ]
[bookmark: _Toc26266153]Figure 2: Schramm's Communication Model (Source: Communicationtheory.org)

[bookmark: _Toc26266144]Shannon-Weaver Mathematical Model
   Shannon-Weaver’s communication model provides a more ‘broader’ view of communication. In this model, the ‘sender’ of the message transmits the message through an encoder (i.e. converting the message into signals), which is then relayed through an appropriate channel. However, unlike Berlo’s model of communication, the Shannon-Weaver model accounts for potential disturbances in the channel, which can disrupt or modify the message, and thus can be cause of miscommunication that stops effective communication.
[image: ]
[bookmark: _Toc26266154]Figure 3: Shannon-Weaver Model of Communication (Source: CommunicationTheory.org)
   The channel, modified or otherwise static, delivers the message through an appropriate decoder to the receiver. The receiver decodes the message, interprets the content, and then provides feedback to the original sender. This feedback loop (the return of the feedback is arguably also subject to disturbance by noise or other disruptors) completes a communication loop. In this perspective, effective communication is the process where all these systems work with complete efficiency – the message is encoded correctly, delivered through an appropriate channel without noise or disruption, and is returned in the same manner (Maras, 2000). Compared the Berlo’s model, however, this theory does not appear to account for interpersonal encoding that might disrupt the meaning of the message, rather the Shannon-Weaver model appears to focus more on encoding and disruption.
4. [bookmark: _Toc26266145]IMPORTAMCE OF EFFECTIVE COMMUNICATION
[bookmark: _Toc26266146]Critical Reflections on Workplace Communication
[bookmark: _Toc26266147]Communication Disruption
   There is one prominent example in my mind where my team in the workplace suffered from poor communication. We run a cleaning business, and experience substantially spiked demand during Winter times, particularly before Christmas time. To cope with this demand, we came up with the strategy to split into two teams so that we can at minimum meet the demand, even though the service speed would be impacted. Because we had no prior experience of splitting into different teams, we did not have the foresight to anticipate what equipment each team would require. The first night of splitting into separate teams, both our teams realised that we did not have the correct equipment to work.
   Although this was a fixable mistake, we had no means of communication, particularly due to the bad weather. It took us several minutes of calling to contact the other team to deliver the required equipment to us. However, we could not communicate effectively because the medium of communication was not working – we could barely exchange single words before losing the phone connection. I think Shannon-Weaver’s model is an effective theory to describe our communication in this context; although both teams possessed the correct skills to encode and decode messages (we had our own nicknames for our cleaning equipment), the channel we used was experiencing considerable noise/disruption (Bauer, 2009). As such, we could not communicate properly and both sides were misunderstanding the message.
   The receiver decoded our noisy message, misunderstood it, and then gave us a response that we could not properly decode as well. The result of this miscommunication was that the other team sent us equipment that we did not ask for. Because the weather was worsening and work was stalled entirely, we lost an entire work night and our clients were dissatisfied with the slowness of our service as we took an additional day to complete the contracted work. 
  This example demonstrates the importance of effective communication in the workplace. We needed to have the foresight to obtain the correct infrastructure that would allow for more stable communication between us. At that moment, we could have set up an online chatting system on our smartphones (i.e. WhatsApp). This communication medium could have worked better in giving a clearer message to the other team. Free from disruption, the message would have been decoded properly, allowing to us complete our work on-time and with reasonable satisfaction. No communication method is perfect however, and this method could also have been slow, which would also disrupt effective communication as the messages would be delivered late.
[bookmark: _Toc26266148]Nonverbal Communication
   Continuing the reflection on the same employment, we also tend to rely on a lot of nonverbal communication whilst working. This is because the environment we work in are often very loud due to the heavy machinery working around us – this makes it impossible to communicate from a distance and walking to each other for a quick message is highly inefficient and non-effective, particularly where communication efficacy is concerned. It is arguable that effective workplace communication is one where messages are transmitted as efficiently as possible. As also discussed in the in-class activities, we employ the use of nonverbal communication when conventional communication is not possible. 
   This communication often takes form of communicating through hand and head gestures. Team members often point to the next task to be completed, with guidance from their hands or head on what sort of work is to be done. However, even this communication method is vulnerable to noise and disruption – often smoke and poor field of visibility means that we cannot understand the gestures given to us. This is also applicable to Shannon-Weaver’s model, the communication medium we choose is vulnerable to disruption, which discredits effective two-way communication (Gillespie & Schiffman, 2018). If the disruption is high enough, we have to walk towards each other for instruction and guidance, leading to slower work overall.
[bookmark: _Toc26266149]Encoding and Decoding
   We have our own specific workplace lingo (as discussed in different forms of encoding and decoding messages in the class). Berlo’s model of communication is useful for interpreting the meaning here – the source of the message is influenced by the communication skills and culture (amongst other factors). We had our own lingo for what we call our equipment, vehicles, and methods of working. This lingo allows us to communicate faster than we would, as compared to using the traditional terms. This lingo persists regardless of the communication method we use (i.e. verbal, nonverbal, digital) and the intended receiver is able to properly understand the message (Kurien, 2010; Rodríguez, 2006).
   Because of how our workplace team is constituted, only the people we work with are able to understand our lingo. The continuity of this communication is essential, which is why it is important for us to maintain a consistent workforce. If any member of the team has to be replaced, they also have to learn about our own specific lingo, which makes it harder for us to communicate effectively as a team.
5. CONCLUSION
   This report has examined effective communication from three theoretical frameworks; Berlo’s communication theory, Schramm’s communication model, and the Shannon-Weaver communication model. Examining these theoretical perspectives with real-life reflections of the workplace, this report has explored that communication is a perpetual process. Disruptions in communication is an ever-persistent threat to effective communication, regardless of the method (this report examined conventional, digital, and nonverbal communication methods).
   Culture also plays a critical role in enabling effective communication – we have our own workplace lingo that allows to us work better. This is a culture that we have developed over a long time of working together, which makes it difficult for us to adapt new employees to communicate effectively with us. The insights gained through these models, however, have helped me gain a more refined picture of how workplace communication works.
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Hello Yoanna!

How are you and your family? | hope, that everything is
fine. | haven't heard for a while from you, that's why |
decided to write you..

| am good, even very good | can say. | have started to
study in University of Wales Trinity Saint David. It is quite
good university with a long history and many
compliments. It was recommended to me by many
people and | am very happy and proud, that now | can
say, that | am part of this University.

| have lessons 2 days per week for 4 hours, which is
very good. | have time to study, | have time for work and
the most important — | have time for my family as well.

| am very satisfied. The lecturers are qualified, they
explain everything and help a lot to the students.

The campus is situated in the heart of London, near
Holborn. It is very good to use the public transport.
Generally, everything is just perfect. | recommend it with
two hands.

Otherwise, the rest is how it always was. The family is
good.

Best regards to your family and | hope to see you
soon!!!

Your friend,

Ivaylo Dosev
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Trinity Salnt David Effective Team Working and Communication - Term 1
—— BMSW4002
Inclass exercise 1
Studenthame: | yayCo D osev studenti0: /9 09474

Time allocated: 1 hour. Please return your poper to the lecturer upon completion. It wilbe returned
to you at the next session. You will need to include o sconned copy of this execise i the form of an
‘appendix together with your Task 1 (part of the Assignment forthis modu).

£x.1. Read the following brief and write a business email according to the instructions.
You are the Director of Communications at your company and you would like a Supervisor, Mary
December, to go on a training course in non-verbal communication because you have observed
that her non-verbal kil sometimes send the wrong message.
~Tell Mary why you are witing
- Say what you have observed about her communication skils
~Tell her how you think this course would improve her skis and her relationship with her fellow
workers.

Fpom: IvayCe Desev =

To: MARY DECEMGER

€jecl . TRAWIE CouPsE =

DEAE _MARY Decenmber —
T wentd @iz Ao wulon yeu dbat i havet ocres,
pi
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bk, e the wen 77“, € also heCp o
Ty ,‘—“%Mr Laam Gebdvidto—

[ lope Lhal gou € £ decicion o
T ?;ﬂ"{&ﬁﬁﬁfﬁ T —

Youes aicecc @y, Conmunicadions Drector

TvayCo bDosed

Lecturer' signature: A Date: 1
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Exercise2: COMMUNICATION: A CASE STUDY

As you read their case, think about how you might help communicate with the employee to

T Effective Team Working and Communication ~ 1 SRS
Ty S oo

Ty S o BMSW4002 \——
1o exercse 1

remedy the conflct. Answer the critca thinking questions at the end of the case and, wherever
possible, say whose communication model is relevant

BARRY AND IS STASE

Barry is 3 27-year old who i the manager of 3 restaurant. He s responsible for supervising and
managing all employees in the kitchen. Employees working there range from 16 years old to 55

Vears old. In addition, the employees com

romvaried cultural and ethnic backgrounds. For many,

English is not their primary language.

Barry has a Health and Safety (Food) Certfc

ate and tries his best to keep up with food safety Issues

In the kitchen, but he admits ' not easy. Employees receive “on the ob training” about food safety

basics (for example, appropriat

e hygiene and handwashing, time/temperature, and cleaning and

sanitizing). But with high tumover of employees, training is often hurried, and some new employees

are put rightinto the job without training i it s b

One day Barry overslept because he had been working on his car until 2 a.m. He was rushing around

and realized that he didn't have a clean

uniform. However, he managed to find one that was not

Very diry. A he dressed, he realized that he needed a haircut and a good hand scrubbing, especially
after working on his car.

When he arrived at work, he dashed into the ki
onthe worktops. They appeared to have been siting at

tchen and noticed severaltrays of uncooked meat
Toom temperature overnight. e caled one.

of e kitchen staff and asked: Why did you leave the chicken out when | told you to put them in
the fridge?

The man replied: I heard you screaming but |

ought you were trying to tak o the chef above the

noise of the food mixer he was using. | idn't know you were talking to me'. Barry i frustrated and.

doesn't know what to do. He felt ke he was beating his head against 2 brick wall in trying to get
his employees to practise food safety.

He has made many efforts to get them to learn how to handie food safely. e has put large signs
all over the kitchen: KEEP HOT FOOD HOT AND COLD FOOD COLD and WASH YOUR HANDS OFTEN.

Questions:

What are the communication challenges and obstacles that Barry faces?
Which communication models can you use to explain Barry's problems?

What solutions might Barry consider in addressing each of these challenges or obstacles?

21Page
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WINCHESTER HOUSE
11 CRANMER ROAD
LoNDON
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Hinkedin/juice

S Hot Duinks w

Espresso 5.90
Macchiato 5.95
Coffee with Cream 5.95
Chocolate Coffee 425
Long Black 299
House Blend 299

Decaf Coffee

Iced Coffee

Iced Tea 4.00
Matcha Tea 495
Smoothies 5.00

| Dwers =

Chocolate Cake 5.90
Pecan Cheesecake 4.95
Amaretto Cheesecake 4.00
Passion Mousse 590
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