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[bookmark: _Toc75986537]1.0 Introduction
This report is based on the Maria and Pedro case study where miscommunication is seen due to a misunderstanding between Maria and Pedro and Pedro’s inability to understand the exact message from Maria due to the physical noise of the working site. This report has covered three models of communication, skills of communication, referring to the Maria and Pedro case study, examples of poor communication and suggestions for improvement so that employees can understand what they have to do to ensure effective communication within the workplace (Afariogun, 2011).


[bookmark: _Toc75986538]2.0 Three models of communication
[bookmark: _Toc75986539]2.1 Shannon and Weaver (1948) model of communication
This model has been designed to develop effective communication between senders and receivers. The purpose of this model is to identify factors affecting the communication process called “Noise”. This model deals with various components including sources of information, transmitter, channels, reception and destination. In the case study, Maria is the sender, Chicken is the message and Pedro is the receiver and the phone is the channel. The purpose of this model is to reduce the physical noise that can distort the message which is seen in the case study (Bokar, 2016). 
According to this model, the message can be distorted due to noise. For example, Maria told Pedro over the phone to get chicken but due to the noise of the building site the message has been distorted and Pedro heard kitchen instead of chicken. S&W explained it as physical noise. However, the S&W model proposed misunderstanding between Maria and Pedro can be avoided by reducing physical noise (Karafa, 2016).
[image: Shannon and Weaver Model of Communication |]
Figure: Shannon & Weaver model of communication (Neuendorf, 2016)


[bookmark: _Toc75986540]2.2 Schramm (1954) model of communication
This model works under a circular flow of communication through feedback which is seen absent in the Shannon and Weaver model. The prime elements of this model include sender, medium, encoder, decoder, receiver and feedback. According to the case, after getting the message from Maria, Pedro also positively responded but he could not receive the exact message due to noise that caused ineffective communication.  That’s why this model proposes that coding and decoding plays a vital role to ensure an effective communication process. This model is different from the Shannon and Weaver model in the sense that it includes feedback within the communication process which ensures effective communication (Burgoon, 2014).
According to this model, after getting the message Pedro must interpret the message to the desired form that Maria wanted to convey. Besides, Pedro must give feedback to Maria or respond accordingly to Maria. For example, Pedro might have called Maria to confirm whether she did mean “Kitchen”. So, interferences could be avoided by providing effective feedback to the sender (Guerrero, 2014). 
[image: OSGOOD- SCHRAMM MODEL OF COMMUNICATION]
Figure: Schramm model of communication (Floyd, 2014)


[bookmark: _Toc75986541]2.3 Berlo’s (1960) model of communication
Berlo’s SMCR Model of communication explains the simplest form of communication process consisting of four elements including sender, message, channel and receiver. This model is similar to the other above discussed two models as it is linear but without a feedback process. According to this model, noise or distortion may be caused after a message is sent due to either internal or external factors. The factors affecting the sender may also apply to the receiver as well.  Both the sender and receivers such as from the case study both Pedro and Maria must possess certain skills to communicate effectively (Hartley, 2015).
According to the case study, ineffective communication occurred as Maria called Pedro to get chicken while returning home, Pedro responded positively but he heard kitchen and went to the kitchen after returning home. The external factors might cause distortion or noise. To avoid this noise, Maria could have phoned again Pedro to confirm whether he got chicken and Pedro could have phoned Maria to become sure if she did mean kitchen (Chatterton, 2015). 
[image: ]
Figure: Berlo’s model of communication (Hartley, 2015).



[bookmark: _Toc75986542]3.0 Communication skills
[bookmark: _Toc75986543]3.1 Verbal communication 
Verbal communication is the use of words to communicate with others. It considers both oral and written, tone and pitch and choice of words while communicating with others. Various types of verbal communication are an interpersonal, group, public, and intrapersonal and teams’ communication. Effective skills of verbal communication can avoid the distortion of the message seen in the case study (Bokar, 2016).
In the Maria and Pedro case study we can see the use of verbal communication. For example, Maria talked to Pedro over the phone to get chicken on the way back home that reflected she used verbal communication. However, due to physical noise, Pedro heard kitchen instead of chicken that caused ineffective communication.
[image: Verbal Communication - Javatpoint]
Figure: Verbal communication skills (Neuendorf, 2016)


[bookmark: _Toc75986544]3.2 Non-verbal communication 
Non-verbal communication is the use of body language, gestures, eye contact, facial expressions, physical movement, personal space, signals and tone to share information with others. Non-verbal communication can convey messages effectively and signs reflect various messages also. According to the case, after getting the message from Maria, Pedro also positively responded but he could not receive the exact message due to noise that caused ineffective communication.  That’s why this model proposes that coding and decoding plays a vital role to ensure an effective communication process (Cottrell, 2017).
For example, within the workplace when a boss or manager looks jolly employees feel everything is okay but when employees observe leaders’ faces as gloomy they feel like something bad happened. However, in the Maria and Pedro case study, we can see that Maria didn’t use any non-verbal communication instead she used verbal communication. Employees within the workplace must learn how to use various signs to effectively communicate with others within the workplace (McClain, 2016).
[image: Toolbox Talk: Verbal Communication | BLM Construction &amp; Remodeling, LLC]
Figure: Non-verbal communication (Locker, 2008)
[bookmark: _Toc75986545]

3.3 Listening skills (Active & Empathetic listening)
Listening is the act of paying heed to what senders want to convey. For this receiver must listen to what the sender want to mean instead of doing other things which are termed as active listening. Besides, receivers must try to convey the message from the senders’ perspectives so that the proper message can be interpreted. Without active and empathetic listening, messages cannot be interpreted effectively and miscommunication may occur (Brownell, 2017).
In the case of Maria and Pedro, miscommunication occurred due to a misunderstanding raised by physical noise and Pedro heard kitchen instead of the kitchen as he did not pay heed to what Maria told over the phone. If Pedro tried to actively listen to Maria he could have listened to what Maria told and this might occur effective communication. Employees within the workplace must listen actively and they must convey the message from the senders’ perspective so that they can effectively understand the message (Cottrell, 2017).
[image: How to Use Active Listening with Children - hybrid parenting]
Figure: Active listening skills (Cottrell, 2017).



[bookmark: _Toc75986546]4.0 Referring to Maria and Pedro case study
[bookmark: _Toc75986547]Why do you think Pedro misunderstood Maria?
I think that Pedro misunderstood Maria as there was a misunderstanding between them caused by miscommunication and that’s why the message chicken was replaced by the message kitchen. The prime cause of this miscommunication was due to the physical noise of the working site and that’s why Pedro didn’t effectively hear the right message. In the case study, the prime missing components of effective communication was active and empathetic listening. For example, if Pedro actively listened to Maria he could have heard chicken (Pratt, 2011). 
[bookmark: _Toc75986548]Whose models of communication explains this confusion and why?
Shannon and Weaver model of communication explains the confusion seen in the Maria and Pedro case study. For example, Maria called Pedro over the phone to get chicken on the way back home but due to high noise in the working site Pedro heard kitchen instead of chicken and positively responded without confirming whether Maria did mean kitchen. The S&W model deals with sources, transmitters, channels of noise and receivers and focuses on understanding noise that can distort the message.  So, this model explains why this confusion has created so that noise can be reduced to communicate effectively with others within the workplace (Rustici, 2019). 
[bookmark: _Toc75986549]How could confusion have been prevented?
The confusion or misunderstanding could have been prevented if Pedro had focused on active and empathetic listening. For example, if Pedro actively listened to what Maria told over the phone without focusing on worksite noise he could effectively hear chicken instead of the kitchen. Besides, if he called Maria to confirm whether she did mean kitchen this confusion could have been prevented. Besides, if Maria again called Pedro later to see whether Pedro got chicken on the way back home this confusion could also have been prevented. Above all, if Maria and Pedro possessed effective communication skills this confusion could have been prevented (Worthington, 2018). 
[bookmark: _Toc75986550]Whose model of communication explains how confusion could have been avoided?
Berlo’s model of communication explains the way the confusion seen in the case study could have been avoided. This model explains the message can be distorted after sending it due to noise and the receiver must give feedback to convey the exact message. So, in the Maria and Pedro case, the confusion could have been avoided if Maria again had phoned Pedro to confirm whether he got chicken and Pedro had phoned Maria to confirm if she did mean kitchen. Besides, this model also explains how both Pedro and Maria could have avoided misunderstanding using various communication skills. So, Berlo’s model is the best option that explains how confusion could have been avoided (Lesikar, 2014).

[bookmark: _Toc75986551]5.0 Example of poor communication in the workplace
At AstraZeneca, the supervisor calls for a meeting of all staff and tells what they have to do to serve patients with great care. The supervisor was very quick and speaks rapidly which creates challenges for foreign employees to understand what he tells. According to the case, after getting the message from Maria, Pedro also positively responded but he could not receive the exact message due to noise that caused ineffective communication (Worthington, 2018).
That’s why this model proposes that coding and decoding plays a vital role to ensure an effective communication process. As soon as he finishes his speech he leaves the workplace that creates misunderstanding and confusion. Employees don’t get him to ask for clarification. Besides, in the Maria and Pedro case study, confusion arises due to poor feedback and inactive listening (Hannawa, 2015). 


[bookmark: _Toc75986552]6.0 Suggestions for improvements using theories
Poor communication can be improved through using two theories or models including the SOLER model and Proxemics/ Kinesics. Both sender and receiver must apply these two models to communicate effectively within the workplace. 
SOLER model
It’s a counselling skill method consisting of square up, open posture, lean is slight, eye contact and respond accordingly. Employees within the workplace must apply this model so that they can learn what managers want to convey to them. In the case study, miscommunication occurred due to a lack of poor listening and Pedro might have listened to Maria actively and called to Maria to confirm whether she did mean kitchen. Besides, within the workplace, both supervisors and employees can use this model to reduce ineffective communication (Endress, 2016).
[image: BarbaraGruener a Twitter: &quot;A2: We use the SOLER active listening skills  model to help our students listen to understand before listening to  respond. Practice this with a mindful listening activity.  https://t.co/4DOMBAFw6M #rethink_learning…]
Figure: SOLER model (Endress, 2016).
Proxemics / Kinesics
Proxemics is the study of understanding the personal space that a person maintains while communicating with others. Kinesics is the movement of various parts of the body while sharing messages. Employees face challenges to understand messages due to ineffective proxemics and kinesics within the workplace. Within the workplace, leaders of managers must use both techniques so that employees feel comfortable conveying messages effectively. This can prevent the message from being distorted (Burgoon, 2014).


[bookmark: _Toc75986553]7.0 Conclusion
The Maria and Pedro case study showed how the message can be distorted due to the noise of the channel or external factors. Noise can be a great obstacle to ensure effective communication as we can see how the noise of the working site distorted the message that Maria sent to Pedro. The misunderstanding could have been avoided if they had followed the communication model developed by Berlo (1964). Employees within the workplace must develop communication skills and must follow models so that they can effectively share messages among themselves (Brownell, 2017).
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