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Introduction  

What is communication? 

Communication is the act of transforming information, from one place, to a person or group 

of people amplifying thought, emotions, ideas, through symbols, signs, media, 

hands, eyes, and voice. Every communication involves at least one sender, a message, and 

a recipient. Transmission of message from sender to receiver can be affected by many 

things. Includes location, emotions, cultural situation, backgrounds, language, age.   

Communication has 3 parts: The sender, the message, and the recipient. The sender 

‘encodes’ the message (information) which usually a mixture of words and non-verbal 

communication which is then transmitted in some way e.g., writing or speech or 

even signs/ symbols and the receiver ‘decodes’ it. There might be more than one recipient, 

the complexity of communication means that each person may receive slightly different 

messages. It is probable nether of them will have the same understanding 

of the sender's actual message. There are many different barriers and interferences that can 

affect communication in any workplace. The example of my work case studies in this report 

will explain how miss communication arises and cause confrontation between workforces 

and in personal life. 

 

Models of communication  

2.1 Shannon and Weaver (1948/49)  

  

(Image from class notes) 
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Shannon and Weaver, the model of communication analyses how messages are sent 

and received. It demonstrates how messages can be mixed up and misinterpreted in the 

process between sending and receiving the exact message. 

“The fundamental problem of communication is that of reproducing a message sent from one 

point, either exactly or approximately, to another point” (Shannon, 1948, p. 379).  

 

The Shannon and Weaver model of communication is a mathematical theory explaining 

human communication can be broken down in to 6 key concepts: 

Sender>Encoder>Channel>Noise>decoder>receiver (1948/49) the later version of the 

theory, made by Norman Weiner who added the 7th concept of “Feedbacks” which change 

the model from Linear to Cyclical model.  

 

The Shannon and Weaver model starts with a Sender (information source) starts the 

process by choosing a message. Next the Encoder (transmitter) is the machine or person 

that converts the signals that can be sent from the sender to the receiver. 

The Channel (noise) of communication is the infrastructure that moves information from the 

sender to the decoder and receiver. Noise can distort the message on the way to the 

receiver. There can be Internal and External noises. The Receiver (destination) is the end 

point of the Shannon and Weaver model, can be a person on the other side of the 

telephone receiving what is left of the message after accounting all the noises.    

                                                                           

2.2 Example - case study of   MARIA and PEDRO.  

 
 
Pedro works on a building site and Maria is his wife who Called to tell Pedro to get chicken on 
the way back home from work. Pedro replied Okay. 
But Pedro came home empty handed, assuming his wife will be in the kitchen waiting for him, 
when he gets back from work. 
 

It is a linear theory between a sender sending a message through an encoder which is 

decoded at the other end to make sense to the receiver, but noise can affect the message.  

as in the case study of ‘Maria and Pedro’ where the noise of the building site has distorted 

Maria’s message and Pedro heard ‘kitchen’ instead of 

‘chicken.’   Sender___Noise___Receiver  

The Shannon and Weaver model do not have feedback but using Schramm model Pedro 

could have repeated the message, the misunderstanding could have been avoided. 
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2.3 My work examples. 1 

 
 

I work in an Indian takeaway at Reception, answering customer quarries, taking orders, 

operating online noisy order machines, double checking the cooked orders before handing it 

to the driver for delivery. Also assign and direct driver with multiple orders, which order go 

first. The fridges are on the front near my desk opposite the kitchen access door. One busy 

Saturday evening. As I was checking orders, the telephone ringing, online machines beeping 

with new orders, drivers talking all the same time. From the very noisy kitchen, looking at 

me... Chef said “hello, please pass the big N sauce quickly.” I looked up and shook my head 

and said “yes” same time I was checking an order and talking to the driver.  

After checking the order, answering the phone, and other machines, 8/10minutes later. I 

went in the kitchen and said ‘’yes, what can I do? But the chef looked neglected and brushed 

me off. Saying “don’t worry about it.”  

 

Sender 

(information)Transmitter 

Channel (reception) 

Destination Noise 

(external internal)   

Receiver 

Chef   ------Encoder-----→ Message     -----Decoder---

--→ 

Me (Rupia) 

Due to the noise, I did not understand the message nor understood the urgency of it. 

  
 
 
 

3. Schramm (1954) Model  
                        
 

 
         
                                                                                  (Image Mass Communication 2019)     
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The Schramm model of communication explains that there are 2 ways of communication in 

circular rather than linear, which requires sender and receiver sharing their information, 

forming a mutual understanding between both parties.  

Both the sender and receiver of the message have equal priority and authorities to the 

message. With the changing of the role Encoder to decoder interpreting then Encoding 

message to Decoding the same message. This method helps the message to pass even 

with external and internal noise. The message stays original and serves the communication 

purpose efficiently. Shannon and Weavers have disdained confirmation of the message from 

the receiver. If in the case of Maria & Pedro if The Schramm method were used the 

misunderstanding could have been avoided.   

Same way if I had repeated what I heard at my work conversation, I could have reacted to 

the Chef’s request quicker. I did not understand the urgency of the Chef's shout, so did not 

act right away, there was so much external noise at his end and my end. I had external and 

internal noise as I was checking the order and talking at the same time in my head, I 

was reading the receipt and counting the food container in the bag in my head. Our 

conversation did not have 2-way circular feedback, which led to misunderstanding, Chef 

thought I deliberately ignored him.  

  
 

 
4.1 Berlo (1964) SMCR Model  
 

 
(Image blend space.com) 

 

 

Berlo’s SMCR model is like Shannon and Weaver, it is linear and without feedback. 

Interference or ‘noise’- might cause problem after the message is sent.   
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This noise disrupts the message and causes the receiver to receive the message only 

partially or not at all. Factors that may influence the sender are also applicable to the 

receiver.  

 

External noise, like in Shannon and Weaver’s model, may be caused by background noise 

during a phone call. In David Berlo Model of communication, he explains apart from noise 

other factors can distort the message to convey correctly. 

Internal noise might be caused by differences between sender and listener communication 

skills: reading, listening, speaking, accent, tone differences, age. attitude: Bored, not 

listening, assuming things. Knowledge: differences between sender and receiver which 

might result in language like Jargon which the receiver does not understand.  

If the sender uses difficult words, which makes it difficult for the receiver to understand the 

message. Culture, lack of work experience, education. 

 

4.2 Example - case of study: THE PROFESSOR and THE VILLAGE PEOPLE  

 
A Professor of English Welsh University lived not far from a little village. He never went into the 
village, he had nothing in common with the village people, who were uneducated and did 
manual jobs. One night, his house was on fire. professor rushed into the village, screaming: ‘The 
edifice is being consumed by a great conflagration!’  
The village people didn’t help him. The next day, he went into the village crying, saying why 
didn’t you help. The Villagers said why didn’t you say that your house was on fire? We would  
have helped.                                                                  

                                                                                       (Source class note)-Lloyd b. 7/19 
 
 

Although the professor lived nearby, he never socialised with the villagers, because he did 

not find anything in common with them. Due to his status, education and speaking a different 

language. 

 

If I recall my work example - 1 which relates to Berlo method S-M-C-R shows a clear 

misunderstanding. Chef speaks very quickly and in high tone voice almost shouting that is 

his way communicating with Kitchen staff, he shouts and not look at people while talking. His 

knowledge was obtained with experience. Telling me to pass ‘N sauce’                                   

I work on the front desk I must talk slowly, politely, clearly, with more mannered language. I 

was educated by training. First thing I had problem hearing with all the background noise, his 

speedy tone and abbreviation of the item N sauce (Naga sauce- extremely hot chillies 

sauce) did not click in my head. I also missed understood the urgency of the matter, as he 

needed it at that moment.  

                                                                                                                                                                                                                 



   
 

8 | P a g e  
 

Berlo method S-M-C-R and Shannon and Weaver model both has the confusion of 

misunderstanding and not conveying the message from sender to receiver as they do not 

have feedback confirmation of the actual received message. 

 

 

5.1 Communication Skills- Each part of the skills is important for effective 

communication. 

 

1. Verbal- written oral, choice of words, tone pitch- para-verbal.  

Compasses both words and verbal fillers e.g.: Ya, umm, er, like etc. Sending 

messages by speaking or writing for reader to make sense of the message. 

      2.   non-verbal- posture gesture body language, signals, tone. 

Body posture, whether arms or legs are crossed, slouching, standing upright, direction 

of faces, tone of voice loud or soft, smiles or frowns all part of nonverbal 

communication. 

3. Listening- empathy listening active listening. 

 

Listening and hearing are 2 different processes. Listening requires concentration on the verbal 

and nonverbal message sent, understanding the meaning of the message. Hearing is a 

physiological function of receiving sounds. (pp. 87-101 Maund. A, 2017)  

 

According to Mehrabian, (1981) 

 

 
 

(Image by Nagesh B. 4/10/2008) 

 
 

 

 

https://www.rightattitudes.com/author/admin/
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5.2 There are 3 Types of Listening.  

Informal- focus on the context to acquire knowledge. 

Critical listening- purpose to evaluate information sent to you.                                                    

Empathetic- requires understanding of speakers view without judging or assuming. 

 

 

All these communication skills can be more improved and effective by following these 

strategies like S.O.L.E.R. 

• S [square] by doing squarely face shows you are interested. 

• O [open] posture portraits you are engaged with the conversation. 

• L [lean] leaning forward shows you are listening. 

• E [ eye contact] gazing shows you are not distracted. 

• R [relax] avoid fidgeting shows you are focus to the person talking. 

 Personal awareness – K.E.Y.S. helps to be a more empathetic responsive listener. 

▪ K- Knowing yourself can fix the faults. 

▪ E- Evaluate the context of the conversation in your head. 

▪ Y- Your communication interaction with others, showing empathy. 

▪ S- Step back and reflect, what you just heard and analyse the conversation and the 

situation before you react. 

 

6.1 My work examples. 2 

 

On a busy Friday evening a customer called to complain about not getting the correct item. 

He ordered Chicken Korma which is creamy white dish but received an orange-coloured 

chicken dish. To resolve this issue, I agreed to replace the dish and recall the item sent.  

When I confronted the chef with the dish, he was determined that he had given the correct 

dish, he was being very defensive and rising voices, I had to change my tone of voice to get 

my concerns across. What we established was that the Chef used a red masala spoon to stir 

the Korma dish, which turned the colour orange. 

 

I said to the chef “No matter how much rush or busy, you must maintain Quality of the dish 

and not change to do it quickly.” 

But as chef was not listening, he thought I said “remain Quantity” now with crossed arms and 

frown face, his shouting that he did not change the “quantity “he did fill the container as 

always. Another colleague had to step in and explain what I meant, taking him at the back. 
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6.2 Using Berlo’s S-M-C-R model of communication I can 

demonstrate the actual problem here accumulated 

 

Source 

myself 

Encodes 

-------→ 

Message 

contents 

Channel 

--------→ 

Decodes 

-------→ 

Receiver 

Chef 

Customers 

feedbacks, 

communication 

skills 

(Knowledge, 

culture / 

social 

system) 

  

” …maintain 

Quality of the 

dish and not 

change to do 

it quickly.” 

 

Voicing, 

volume/ 

loud, tone, 

hearing 

(With all 

internal & 

external 

noise) 

Lack of 

education, age, 

attitude, culture, 

communication 

skills---- heard 

me wrong 

                                                                                                                      (diagram- Author) 

 

As hearing and listening are not the same, he can make use of this K.E.Y.S strategy 

to improve his communication. I can too next time to approach him, knowing his reaction to 

situations. 

 

                                                                                                      

Conclusion 

 

Communication is not just talking between 2 or more people. There is so much depth in true 

communication. How easily misunderstanding can arrive and how easily originality of the 

message can be lost in the process of receiving the message. 

Most importantly effective communication is paramount in the workplace to maintain strong 

relationships with all levels of organisation, to achieve high productivity. Organisation with 

clear stable communication system will rapidly build trust and understanding, will increase 

great achievement. Having a poor communication line in workplace can immensely effect 

employees, can lack on production for the company or business. The barriers of poor 

communication within an organisation can have profound consequences on the productivity. 

Employees can question their confidence and abilities to do the job, less accountability, 

missed deadlines, decreased motivation, disengagement leads to a poor 

working environment. It is predominant to have a communication system in place to be a 

successful business. 
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Appendices 

 

: https://www.skillsyouneed.com/ips/verbal-communication.html 

 

Mastering the Art of Nonverbal Communication – S.O.L.E.R. 

August 8, 2014, by Amanda accessed 26/3/2021. http://www.ingredientsofoutliers.com/the-
art-of-non-verbal-communication. 

Here is a case study of   MARIA and PEDRO.  
 

Pedro works on a building site and 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 spoke.  
‘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.’ 
 
  
Example case of study: THE PROFESSOR and THE VILLAGE PEOPLE  

 
A Professor of English at a well-known Welsh University lived in a large house not far from a little 

village. He never went into the village, bur shopped in the town near the University because he had 

nothing in common with the village people, who were uneducated and did manual jobs. One night, the 

professor fell asleep while smoking his pipe and the pipe fell onto the carpet and started a fire. When 

the professor awoke and saw the house on fire, he rushed into the village, 

screaming: ‘The edifice is being consumed by a great conflagration!’ ‘The edifice is being consumed 

by a great conflagration!’ 

 

The village people looked at him and continued doing what they were doing.  

‘Don’t you understand?’ He spoke. ‘‘The edifice is being consumed by a great conflagration!’  

 

They ignored him. When the Professor returned home, he saw that his house had been destroyed. He 

sat down on the ground and wept. The next day, he went into the village crying.  

 

‘Why, oh why didn’t you help me? My home has been destroyed by the fire. I came and begged you 

last night.’ He wept.  

‘But Professor, why didn’t you say that your house was on fire? We would have helped.’ 
                                                                                                                            (Lloyd b. 7/19) 

 

 
 
BELOW SOME OF MY CLASS WORK AND OWN TIME RESEARCH AND NOTES 
 

https://www.skillsyouneed.com/ips/verbal-communication.html
http://www.ingredientsofoutliers.com/author/amanda301/
http://www.ingredientsofoutliers.com/the-art-of-non-verbal-communication
http://www.ingredientsofoutliers.com/the-art-of-non-verbal-communication
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