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[bookmark: _Toc45125907]1. Introduction:
Communication is the process of delivering messages from one particular point to another part. In every sphere of human life, communication play important role. In this present era of technological breakthroughs, changes in communications have brought revolutionary changes in businesses (Collins, 2011). In organizations, there are different ways and approaches for communication and these systems are improving day by day. No business workplace can pass a single day without having proper communication model, skills. For this, to develop effective communication system in business, they have adapted suitable communication models, higher employees possessing excellent verbal and non-verbal communication skills. Different organizational situations show how they face difficulties with poor communication system and they look for ways of improving into an effective communication system which is a continuous process. This report is to present different communications models, communication skills referring to the organizational situations suggesting ways to improve poor communication system. 
[bookmark: _Toc45125908]2. Models of Communication:
Different advocates of communication models developed several communication models assembling organizational practices, patterns. Not all the communication model is suitable for all kinds of organizations.  
[bookmark: _Toc45125909]2.1 Shannon and Weaver:
A mathematical theory of communication which is commonly known as Shannon-Weaver model of communication was developed by American mathematician Shannon and Scientist Weaver in 1948.  This is one of the simplest models of communication and applied in different organizations. This was the most effectively designed communication model between sender and receiver, accumulating communication process affecting factors called as Noise (Collins, 2011).  At the period of initial launching it was developed with view to improving technical communication only, but later on it was popularly used in the field of communication. This model incorporates dealing with many important aspects of communication namely origin, encode, decode, destination, channel, message and noise. Like other organizations all over world, this model can be appropriately noticeable. For example, a manager in a business place called an employee and asked to come there but during the call was made, there was a noise which caused the employees listen something else and thus, miscommunication would happen – due to noise. This model of communication works as the base for other popular communication models.  
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Figure: Shannon & Weaver model of communication
Source: Conawy and Laasch, 2012
[bookmark: _Toc45125910]2.2 Schramm:
Having roots from Shannon-weaver model, Wilber Schramm proposed his communication model 1954 claiming encoding and decoding as two crucial processes of communication. According to Schramm, information without putting into words and conveying to others is of no use. Encoding initiates the communication process converting unrevealed thoughts into content (Covey, 1989). Once, the content reaches to the recipient he is to decode the information, otherwise the message will be of no use. And this is a major principle of effective communication. He also claimed to have effective communication sender must receive a feedback from final destination, i.e., the recipient.  Thus, the claim of Schramm that communication is a two-way process has its validity till today. Knowledge, experience and understanding of participants are also important in proper communication system. For example, in a Business, Jennifer an employee, asked Sam, another employee, - “Would you mind having a cup of coffee during break?” Sam didn’t reply and thus, the communication didn’t take place. 
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Figure: Schramm model of communication
Source: Dalley and Burton, 2010
[bookmark: _Toc45125911]2.3 Berlo:
David Berlo’s Sender-Message-channel-receiver model of communication describes some factors that affect the communication process and make the communication process more efficient if they are properly monitored (Graham, 2009).  This model also claimed that encoding and decoding as two vital part of communication process. The four components of communication process – sender, message, channel, and receiver - are affected by many other factors. Berlo claimed both sender and receiver are affected by several factors namely- communication skills, attitude, knowledge, social systems, culture, etc. message is the content to be conveyed to the receiver can be affected by content, elements, treatment, structure, and code. Organizations use different channel to convey message namely telephone, internet, etc. but Berlo have mentioned five senses of human being as channel for communication and the effectiveness of the communication process depends on the effectiveness of that element. But it is criticized because of having no concept of feedback where Schramm claimed feedback as an important element of proper communication system. It also ignored the concept of noise as mentioned in Shannon-Weaver model. 
 
[image: ] 
Figure: Berlo’s S-M-C-R model
Source: Kuhnke et al, 2013

[bookmark: _Toc45125912]3. Communication Skills:
Team performance largely depends on the verbal and non-verbal communication. Team members with excellent communication skills can easily share individual and team goals, norms, and structure which help accomplish tasks managing interpersonal relationships. If the communication is not favourable, organizational performance suffers much as communication skills keep crucial role in organizational success. 





[bookmark: _Toc45125913]3.1 Verbal Communication:
Verbal communication includes communicating using spoken or oral and written approaches to share views, goals, decisions, or any important information. Individuals commonly use verbal communication approach to communicate using statements (Morgan, 2016). While handling and working in managing a project, individuals share thousands of verbal comments with one another. As members do not always know others intent and objectives it is obvious misinterpretations and misunderstandings occur and for this excellent communication skills require. Team members need to be trained to enable them to interact with the employees with a proper understanding. Observing the verbal statements shared among team members of any group evaluation to determine their degree of commitment, compliance, resistance and disengagement from a team for a considerable period. 


[bookmark: _Toc45125914]3.2 Non-Verbal:
As verbal communication is one of the most important part in transmitting ideas, shares, goals, etc., non-verbal communication is also considered as an important communication process. Nonverbal cues of a speaker like facial expressions, smiling, posture, eye contact, signals, signs, etc. convey important messages to the listener. Listeners often perceive the messages other transmit wisely though there is time when they feel hard to interpret the reasoning of a particular notions of non-verbal communication (Maund et al, 2017). Having proper non-verbal communication skill, listener can easily interpret the languages behind the non-verbal cues of the speaker. But if they do not possess excellent communication skills, they both will fail to transmit and interpret information properly rather there is great chance of different interpretations and misunderstandings.  While communicate using non-verbal communication pattern, different cues like level of pitch of voice, posture, gestures, eye contract, vocal qualities, facial expressions, and physical looking, etc. contribute to the way message being interpreted. An exact interpretation is a must to have proper understanding about the intent of the speaker and this skill mainly depends on interpersonal sensibility and social intelligence. 
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Figure: Communication Skills
Source: Tuckman and Harper, 2012
[bookmark: _Toc45125915]3.3 Listening:
Listening is another communication skill that makes information processing clearer and more transparent. Listening is of two types - active listening and empathetic listening. 
Active listening:
Active listening works better to get understood what the other person tries to convey as message (Adair, 2007). For this, the recipient should pay more attention and concentration what other one saying and stop doing anything else like scrolling phone, reading books, etc. it requires the listener to be more disciplined though it’s quite impossible to provide 100 percent attention to the words. To make a meaningful response to the speaker, a proper understanding of the listeners’ is a must.   Effectively developed skills enable the listeners to stop being judgmental making any comment without understanding statements properly. Rather skilled listeners pay attention to posture, paraphrase the statements and try to interpret the message. 


Empathetic listening:
Empathetic listening requires the listener pay attention to the speaker with empathy. Empathy doesn’t mean sympathy which means show feeling for someone but feel as someone (Collins, 2011). It stands on the basic principle that is one should seek to understand before being understood the speaker’s intent. This listening technique requires you ask the person how he feels or make him understand your belief about his feeling about the situation shared. This structured questioning and listening technique takes active listening to another level. To develop empathetic listening skills, one needs to listen quietly what other person says, try to get a sense of it, and encourage him as you have belief about his feelings. 
Case study:                       
                                        MARIA AND PEDRO
Pedro works on a building site 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?
Ans: Because Pedro did not actually hear what Maria said, instead attempted to decode what he did hear to provide Maria with a response to the question that she asked and misinterpreted what she said. He works on a building site which can be noisy due to numerous people being on site carrying out work at the same time and the noise from the building site distorted his hearing and he was not able to hear Maria correctly.
Q: Whose Model of Communication explains this confusion and why?
Ans: The Shannon-Weaver model provides the best explanation for this confusion, as it highlights that communication is broken down into five section; sender, encoder, channel, decoder, and receiver. The model explains that during the process of encoding, sending and decoding a noise occurs that can distort a message and alters the message between sender and receiver.

Q: How could this have been prevented?
Ans: Instead of Pedro trying to interpret what Maria said to him he could have asked Maria to repeat what she said to ensure that she heard exactly what she asked. Alternatively, Pedro could have gone to a quieter area of the building site or outside of the building site where noise would have been reduced or eliminated and not played a factor in the message being distorted.
Q: Whose Model of Communication explain how it could have been avoided?
Ans: The Osgood-Schramm model of communication provides an explanation of how Pedro’s misinterpretation could have been avoided. This model of communication sees both the sender and receiver of communication equally as both encoders and decoders, especially where a response/feedback is immediate. Allowing factors such as noise to have less of an impact on the message being communicated. Due to feedback being immediate the factor of noise can be reduced or eliminated through ongoing clarification of messages throughout the conversation.
Meaning that instead of Pedro decoding what he thinks he heard he would clarify what Maria was asking him to ensure that he understood what was being said.
 
[bookmark: _Toc45125917]Conclusion:
Communication is a vital part of any organization and it’s a process of transmitting information from one to another, and simultaneously taking feedback from the recipients (Tuckman and Harper 2012). Different communication theories have been developed while Shannon-Weaver communication model works as the base for other theories. These theories have limitations too while in practice communication process should be more sophisticated to adapt with the circumstances. Organizations may incorporate both verbal and non-verbal communication approach to deal with different parties. In most organization verbal communication model is widely used due to rapid internet facilities as well as non-verbal communication skills are must to get the employees instructed promptly. Listening to customers either as an active listener or as empathetic one also requires to maintain proper communication process to lead a business successfully.
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