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[bookmark: _Toc78236033]Introduction
Effective communication in the workplace environment helps managers in managing all the activities more efficiently. However, there are certain barriers that impact the process of effective communication. Emotions and noise work as a barrier to the effective communication process (Butterfield, 2012). This report will discuss the communication models of Shanon and Weaver. While discussing the communication model of Shanon and Weaver, this report will use the case of Maria and Pedro to understand how this model helps in improving the communication process. This report will also analyse the communication model of Schramm by evaluating the case of Maria and Pedro. Moreover, this report will analyse Berlo’s SMCR model by using the case of the professor and the village people. Then this report will discuss different methods of communication.  This report will discuss verbal communications while including both oral and written communications. This report will also discuss non-verbal communication methods such as posture, gesture, body language etc. This report will also evaluate listening as a communication skill. Here, active listening and empathetic listening will be evaluated. For evaluating this communication method different approaches such as S.O.L.E.R., Proxemics / Kinesics and K.E.Y.S. will be used. This report will discuss different situations that are pertinent to my workplace situation such as communicating with the clients or communicating either with the subordinates or to the superiors.




[bookmark: _Toc78236034]Section 2: Models of Communication
There are various communication concepts that can help individuals communicate effectively. Berlo's SMCR model, Schramm's model, and Shannon and weaver's model are Some of the most influential communication theories.
[bookmark: _Toc78236035]2.1 Shannon and Weaver
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Figure 1:The Shannon and weaver communication model (Al-Fedaghi, 2012)
The Shannon and weaver communication model is the most fundamental model, which is extensively utilised in numerous communication frameworks and is particularly effective in individual communication when communication is not a one-way street (DeVito, 2019). Under this model, the sender encodes a message through appropriate channels and then the recipient decodes the message at his own understandings. After decoding the message, the recipient gives appropriate feedback. There is certain noise in the channel that can disrupt the communication process. For example, in the case of Maria and Pedro, the message got distorted due to the noise as Maria talked about chicken but Pedro heard kitchen. Noise in the communication channel impacted the communication between Maria and Pedro. As this approach is straight forwards and indicate interpersonal connections, it helps in maintaining good relationship but due to certain noises sometimes communication gets disrupted.
[bookmark: _Toc78236036]2.2 Schramm
Schramm communication model is indeed a dynamic model in which there is no distinct sender and recipient and communication is viewed as a circular process. Additionally, it implies that the situation may change. As the process is circular, both the sender and receiver have to play the role of interpreter. The difference of this model from the Shannon and weaver communication model is that the Shannon and weaver communication model is not circular and both don’t have to play the role of the interpreter (McQuail and Windahl, 2015). 
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Figure 2: Schramm communication model (McQuail and Windahl, 2015)
This model suggests that, in the case of Maria and Pedro, Pedro should reconfirm what Maria had implied but Pedro did not re-confirm whether Maria said for Kitchen or chicken and eventually their communication got disrupted. By giving proper feedback, Pedro could have avoided miscommunication.
[bookmark: _Toc78236037]2.3 Berlo
Berlo's SMCR model of communication is a sophisticated linear model in which all participants must be on the same level. Its impacts are pretty much unknown, and communication obstacles are ignored. Additionally, it omits the sixth sense as a way to communicate. Even though this model is Linear like the Shannon and weaver communication model, this model doesn’t have feedback and noise or interference impacts the communication after sending the message (Al-Fedaghi, 2012). This model suggests that language, knowledge and attitude between the sender and the receiver impact the communication process. 
[image: ]
Figure 3: Berlo's SMCR model (DeVito, 2019)
In the case of the professor and the village people, after starting the fire, the professor screamed by saying that the edifice was consumed by great configuration but the villagers could not understand the meaning of the message due to noise. Here, there was no noise in the channel but the noise was present in the message as the sender used words that are not understandable by the receivers and eventually, they could not help the professor. Berlo's SMCR model suggest that the professor should have used words that are understandable by the villagers.
[bookmark: _Toc78236038]Section 3: Communication Skills
[bookmark: _Toc78236039]3.1 Verbal Communication
While making good communication, KEYS can be used in the workplace. This theory suggests that individuals first need to know themselves. Individuals need to actively assess their skills and based on the skills they need to develop their strategies for communication. Then individuals need to evaluate the professional contexts. Here, individuals understand their audience and they consider different barriers that are pertinent to the situation (DeVito, 2019). The third step is “your communication interaction occurs” where individuals monitor the occurred interactions that happened while communicating. The final step is to step back and reflect where individuals evaluate the effectiveness of the conveyed message and use the evaluation to make successful interactions. Verbal communication can be both oral and written. While making verbal communication, one needs to understand the importance of tonality and the significance of words (Broadbent, 2013). Using the right word with the right tonality can make the communication more effective. Oral communication is more intimate and more influencing. In oral communication, both parties can give instant feedback and this communication is less time-consuming (Knapp and Caughlin, 2014). By using KEYS, individuals in the workplace can effectively communicate with each other. But verbal communication has some negatives sides two. Verbal communication is sometimes ambiguous if not used effectively (Castells, 2013). Verbal communication can’t be kept as a source of a permanent record. In the workplace, I can communicate with my colleagues and customers through oral communication. Oral communication helps in improving customer relationships. I can give instant suggestions to the customers by using oral communication. While facing a problem in the workplace, I can directly communicate with others for solving those issues. Written communication is also useful in the workplace, written communication is more formal and more authorized. Written communication is a permanent record of communication. For providing important notice or for communicating rules, regulations, company objectives, procedures, missions and visions, written communication is used. Written communication indicates a formal obligation. However, this communication is impersonal and very expensive. Using written communication is a time lengthy process. the other person in the communication process requires more time for giving feedback through written communication. I can use the right word and the right tone while making either formal or non-formal verbal communication. Using the right word can make the communication more effective and using the right pitch with the appropriate tone, I can make the other party listen to my words. While making a request to my superiors, I can use respecting tone and while encouraging others in the workplace, I can make my tone more empathetic. By using these strategies, I can make my communication more effective.
[bookmark: _Toc78236040]3.2 Non-Verbal Communication
Non-verbal communication means using body language to communicate with others. To discuss non-verbal communication, kinesics can be used which means movement. Kinesics is associated with the movement of hand, body, arm and face. Gesture, posture, head movement, eye contact etc are a part of kinesics (Knapp and Horgan, 2013). By using the study of Kinesics, one can use body movement and facial expressions to his benefit. Many meanings can be interpreted by understanding facial expressions and body movements (Richards and Schmidt, 2014). Kinesics help in communicating likeness, status, responsiveness etc. Facial expressions help individuals in expressing their emotions. A gesture is the movement of the head and hand. Gesture helps individuals in expressing an idea more effectively. In a workplace, giving subordinates a thumbs up could be a good gesture for the good work of the employees (Chang, 2012). Posture is how an individual holds his body while communicating. Keeping the body straight helps in making the subordinates more obedient. 
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Figure 4: Proxemics Distance (Knapp and Caughlin, 2014)
Another type of non-verbal communication is proxemics which is the study that deals with the required space that individuals feel necessary while communicating. Edward Hall introduced four types of space for maintaining a relationship through effective communication (Castells, 2013). Intimate space ranges from touching distance to eighteen feet and this space is for family members, intimate and close friends. Personal space extends from 18 inches to 4 feet and this space is for friends and acquaintances. Official communications are a part of this space. All the communication in the workplace required this space.  Social space extends to a distance of four to twelve feet and this space is appropriate for small group interactions (Knapp and Caughlin, 2014). Sitting on a group table in an office family dinner can be an example of social space. Public space is beyond twelve feet and is appropriate for communicating with a huge number of people. While speaking the company objective on a radio or television, public space needs to be considered. Giving space while communicating gives an understanding of the relational standing of the communicator with each other. Proxemics helps in identifying both power and status. In the workplace, the manager has the largest room which indicates his power through his largest space (Butterfield, 2012). These non-verbal communication techniques help individuals in understanding their ideas more effectively. For example, If I want to communicate a new idea with others, then I will use my body and head movements to make my idea more intimate and livelier. By using my fascial expressions while giving others enough space, I can make others empathetic to my idea and make them underts=and what I am trying to say. 
[bookmark: _Toc78236041]3.2 Listening: Active Listening and Empathetic Listening
While making communication, if the individuals only try to communicate their words while not listening to what the other party is saying, then the other party might feel demotivated to communicate (Tyagi, 2013). From effective communication, both parties want to get something. Hence, both parties need to listen to what the other party is saying. Active listening helps individuals in increasing their abilities in improving attention giving skills and therefore individuals can understand what the other party is meaning (Cauldwell, 2013). Effective communication helps individuals in reducing their time wastage in the workplace environment. Effective communication reduces ambiguity in the workplace which eventually increases harmony and reduces discrepancies. Empathetic listening is also important in workplace communication. While listening, individuals need to show respect and show compassion and feelings for the other party. Putting smiles on the face while communicating with others can influence others in becoming more open up while starting effective communication (Kumar and Lata, 2011). A good communicator also needs to respect the opinions of others. If he doesn’t show respect to the thoughts of others, then the other parties might feel irritated. Respect makes others feel more appreciated. While communicating effectively, listening is also important. Everybody wants to be heard. SOLER is a non-verbal listening process. Here, the S suggests that individuals need to sit squarely in front of the clients. O stands for maintaining Open posture, L indicates leaning slightly towards the clients, E suggest keeping eye contact with the client and R suggests that individuals should facilitate in making the clients more relaxed. Using this SOLER model while listening to the clients would make the clients and customers more relaxed and satisfied with the service (Tyagi, 2013). For example, if a customers come to the workplace for getting any service, then I can use SOLER for making the listening process more effective.



[bookmark: _Toc78236042]Conclusion
This report has analysed the communication models of Shanon and Weaver, Schramm and Berlo’s SMCR model by using the case of the professor and the village people and Maria and Pedro. Then this report has described different methods of communications.  This report has described oral and written communications. This report has also evaluated non-verbal communication methods by describing posture, gesture, body language etc. This report has also analysed listening as a communication skill. 
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