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1. Introduction
Communication is the method of transporting data from individual person to an additional (Keyton, 2011) and a method of making oneself understood (Sanchez & Guo, 2005) essential to building and preserving professional relationships. Despite time at the workplace being mostly spent sending or receiving information, meaningful communication does not necessarily always happen, and being constantly coding and decoding information is not necessarily meaning that someone is a skilled communicator: when the message received is different to the intended one, communication has failed – senders have simply sent out a message. Successful workplace communication is needed for goal achievement. Regardless of their duties, staff members send information within each other, therefore everyone’s communication skills have an impact on work productivity (Summers, 2010). Studies show that one of the biggest hurdles to this are failures in efficacious communication (Lutgen-Sandvik, 2010). It is therefore essential that staff members become good communicators. 

1.1 Importance of Communication in the Workplace
In a company, staff coming from different social and occupational settings gather to work for shared objectives; when the environment is not fostering open communication, it may hamper professionalism and efficiency. Good professional communication has several advantages:
- Increases trust and job satisfaction. Organizations encouraging open communication between staff create a favourable environment and experience reduced turnover; subordinates stimulated to share ideas with managers and given proper feedback feel appreciated.
- Increases productivity. When administrators are clear in communicating goals and vision, staff will be able to work at their best.
- Appropriate resources usage and lesser conflicts. Miscommunication delays everyday work, leading to resource waste; issues are fixed by open communication and discussions.

1.2 Barriers to Effective Communication
Some barriers can hinder communication by stopping, filtering, or altering messages – barriers are also known as ‘noise’ (anything that interferes with communication distorting a message). Longest at al. (2000) classify them in two types: environmental and personal.
Environmental barriers encompass scarce attention causing incorrect decoding of messages, lack of time preventing senders from precisely arranging the message and impairing receivers’ decoding capability; also, receivers may not be truly listening - listening is efficacious only if messages are understood as intended. Other barriers are managerial philosophy and hierarchy between parties (Sanchez & Guo, 2005). The first can encourage or hinder good communication: administrators not fostering communication will face issues. Regarding hierarchy, a conflictual supervisor–subordinate relationship will hamper the information stream due to fear of negative sanctions. Another obstacle is usage of specialized terms unfamiliar to the receiver or sending very elaborate information.
Personal barriers depend on social background and personal values and determine how information is coded and decrypted. For instance, some cultures assume that one should not speak if not spoken to or that older people should not be challenged (Longest et al., 2000); others do not do any filtering of messages. Further obstacles are prejudicial judgments; for instance, an administrator ignoring a subordinate’s complaints as the latter tends to overestimate problems – legitimate messages must be distinguished from exaggerations. People may want to maintain the current situation (status quo) and deliberately filtrate difficult messages, e.g., an administrator not informing staff about an upcoming dismissal. Another barrier is lack of empathy, i.e., indifference to others’ emotive condition - among the main barriers to good communicating (Eisenberg, 2010).

1.3 Overcoming Communication Barriers
Constructive efforts are necessary to recognize and get over these obstacles. Longest et al. (2000) offer many indications. To minimize environmental barriers, attention must be paid to messages and proper listening performed; administrators should encourage free communication flow and reduce steps between senders and recipients, lessening distortion opportunities; different channels to consolidate elaborate information lessen the possibility of misinterpretation. Personal barriers are reduced if parties try to understand each other’s values and background.


2. Models of Communication
Communication models are systematic representations of the process of how communication happens. They provide overall views on communication by splitting it from complex to simple and ordered. 

2.1 Shannon and Weaver (1949)
The first theoretic communication model was presented by Shannon and Weaver for Bell Laboratories in 1949. Initially meant to represent the radio and TV transmission process, was afterwards adjusted to human communication. It follows a linear pattern: the first part is the sender, who converts information into signals which are then transmitted to the receiver (encoding). The channel is the device for transmitting the message; noise can interfere with it: physical disturbances like environment or people can distort the message. The receiver is the person collecting the message. In this model, communication is considered a one-way process of sending information from one person to another, where sender plays the main role and recipient is passive, however it seems insufficient: communication is more complex than just sending out a message.
[image: ]

2.2 Schramm (1954)
Wilbur Schramm proposed this circular model in 1954. Both sender and receiver must encode and decrypt the message for correct interpretation. The receiver must decode and re-encode the message prior to forwarding it to a new recipient (circular). Senders must be able to demonstrate why the receiver should read the message, giving accurate information. For receivers to correctly decode the message, it is crucial they know and eventually trust the sender, and how informed and open they are about the topic will have an impact - outcome depends on how information has been brought across and communication is achieved when receivers rightly interpret the message. The reply from receiver to sender is called feedback; this is a way to assess how the audience has received the message: if receivers do not understand the message, the source can improve it basing on feedback. It is crucial for successful communication to offer the opportunity to provide feedback. 

[image: OSGOOD- SCHRAMM MODEL OF COMMUNICATION]



2.3 Berlo (1960)
Berlo’s SMCR Model of Communication (1960) is a linear template taking its roots from the Shannon and Weaver model described above. The acronym SMCR stands for Sender, Message, Channel, and Receiver - each part being influenced by several elements.

[image: berlo's model of communication]

The Sender (S) is the origin of the message. Some factors depend on senders (same for receivers): good skills in speaking, reading, writing, listening make messages communicated better - likewise, if recipients cannot understand the message, communication will fail; subject knowledge, sender’s attitude (towards self, recipient, and context), social factors (values, laws, religion, culture) may have an impact. Message (M) is the content sent to the recipient, and can have different forms (voice, sound, text, visual). The main determinants are content (the entirety of message), elements (nonverbal factors like movements and signs), treatment (the way the message is transmitted), structure and code (language, text, visual). Channel (C) is the instrument used to send the information; in general communication they are the five senses: verbal and non-verbal messages are received through hearing, seeing, and touching, information is sometimes gathered from smell and taste. Receiver (R) is the person receiving the message. In Berlo’s model the above-mentioned elements must be synchronized to the sender’s ones for successful communication: if parties are not akin communication will fail. Criticisms of this model are that feedback and barriers are not considered and both parties must be similar in all the elements aforesaid.


3. Communication skills
When communication occurs, it is typically verbal and/or nonverbal: understanding the different methods of exchanging information is important in professional settings. 

3.1 Verbal communication
Verbal communication happens directly between people in form of talks, verbal discussions, telephonic talks, telecommunications. It is the more direct, simple, and the least expensive and time-consuming, also providing immediate feedback. However, it may be distorted or incomplete due to communication gaps and environmental or individual barriers. Moreover, spontaneous replies may not be attentively thought, and spoken words are more susceptible to misunderstandings than written ones.

3.2 Nonverbal communication
Nonverbal communication is the process of transmitting a message with no use of words. It entails factors like body movements (cues, gestures, facial expressions), vocal characteristics, spatial relationship between parties and perceived characteristics of the environment. It has some advantages: information can be sent quickly and may substitute for words especially in case of noise; it helps disabled people (especially deaf people). However, there are disadvantages: it can be expensive, vague, and imprecise, and cannot be discussed in detail; since it uses gestures, facial expressions and sounds, information may be distorted.

3.3 Listening
Being a good listener is crucial in the workplace; validating others’ perspectives and showing empathy is essential to develop solid relationships. Active listening means concentrating on the speaker to comprehend their message and reply considerately - unlike passive listening, i.e., merely hearing without retaining the speaker’s message. The main reasons to practice active listening at the workplace are building relationships - others may be inclined to share their experience with someone who listens empathically; increasing productivity and problem solving when co-workers understand each other and conflict is minimized, they work better as a team, can spend more time working and feel more comfortable proposing new solutions. Active listeners need verbal skills (paraphrases, open-ended questions, short affirmations) and nonverbal skills (nodding, smiling, maintaining eye contact and a correct posture, avoiding distractions). An important part of active listening is empathic listening. i.e., emotionally connecting with the other and finding similarities between experiences, giving support rather than advice or criticism. Some qualities are needed: presence - rather than merely being in the same place, it means being focused on the conversation, minimizing distractions and not preparing replies while the other is talking; soundness and non-judgment: even if there is some disagreement, the speaker’s viewpoint must be understood and all reasons considered; patience and trustworthiness: the time needed to speak freely must be allowed as speakers may hesitate to feel comfortable enough to disclose emotional matters – these must be kept confidential.























4. Examples of Poor Communication
Reflecting about the experience I have had so far about communication at workplaces, there are two examples I would like to share. 
My former boss called me on an internal phone about an important meeting happening at 4pm but during the call noise occurred (transmission error) and what I understood was ‘we have an important meeting’ (‘’at 4pm’’ went missing due to phone network disruption). Therefore, I had to ask about the time of the meeting. According to Shannon and Weaver’s model, due to a transmission error (noise), I was unable to understand my boss’s message - noise affected the communication flow between us. This problem could have been avoided if there had been no noise – i.e., if the phone line was functioning properly.
Another time I noticed a colleague of mine telling his boss he was very stressed; his boss’s reply was invalidating his negative sensation (“I do not care if you are stressed about this”), and those feelings became more and more enshrined in few times, so he had to quit the job. This made me reflect about the fact that if someone is trying to communicate how they feel about something, it’s crucial to validate their sensations, even if there might be some disagreement: demonstrating comprehension of others’ feelings can make them more prone to constructive criticism and to make improvements. According to Schramm’s model, in this case recipient (the boss) failed in encoding the message before sending (giving feedback) – he may not have been open enough to this kind of message, also showing a lack of active empathic listening.



















5. Conclusions 
Effective communication in the workplace is crucial as all functions and activities need some form of communication and is key to building good working connections and increasing productivity. Inefficient workplace communication causes disorder, time waste and scarce productivity. Misunderstandings lead to issues among staff and are prevented by effective communication. As a consequence, to increase efficacy of communication, staff members must be aware of its importance, of possible barriers and develop active listening skills, acknowledge must be given to verbal and non-verbal communication techniques; managers should create a context in which problems, different views and ideas are discussed and dealt with  through  open  and  effective communication. Reflecting on the examples of poor communication I have faced so far helped me understand that everyone is responsible for their actions and behaviours. Thinking about my personal values regarding communication, I think validating other people’s experience and empathetic listening are among the most important factors and I aim at working on it to make it become a strength when communicating with someone else. 
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