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Effective Communication in the Workplace: 
A Report Examining Models of Communication and Communication Skills

Introduction
	In its simplest form, communication is the act of transferring information from one place/person to another. While there is always a source, a message, and a recipient, it will become clear that communication can be examined in much greater detail. The effectiveness of communication can be affected by many factors (outlined in models of effective communication) and through correct use of communication skills. This report will explain three models of effective communication and various communication skills, referring to case studies and workplace examples to apply those ideas. 

Models of Communication
The Shannon-Weaver Mathematical model is one of the earliest, and most simple, models of communication, published in 1949. Shannon describes a linear model, where information is sent one way from a source/sender to a receiver, being encoded and decoded in between. Shannon created the model with technology in mind, such as the telephone and telegraph, and details how noise can interfere with effective communication through the channel (the medium the communication is sent through). Originally noise only referred to the interruptions made through the technology but now it more commonly refers to any interruption of the message that causes communication to become ineffective. Internal noise describes disruption at either the encoding or decoding stage, like the sender mumbling or the receiver mishearing what was said. External noise refers to interruptions that occur outside of the sender or receiver’s control, from the environment. 
For example, my friend has described her workplace as incredibly busy and noisy, which makes telephone communication with clients and customers difficult at times. As she makes calls in an open space, noise from everyone around her disrupts her conversations, making it harder for her to hear the receiver on the other end and harder for the receiver to understand her. A case study of XPO’s internal communication app (Sinclair, 2020) shows that communication is made easier when everyone can connect and talk easily, without interference. By using the Ideas Matter App, XPO was able to improve communication between all employees and connection with ‘remote workers and hard to reach employees.’
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My friend’s workplace could see improved communication with customers by implementing a way for them to contact the company without needing to use the phone. An app could provide the perfect means of removing external noise from communication, leaving only the potential for internal noise (mistakes in sending or receiving the information from either the sender or receiver), therefore improving the overall effectiveness of communication.
The Sender-Message-Channel-Receiver (SMCR) model was created in 1960 by David Berlo, based on the Shannon-Weaver model. Berlo expanded upon this by exploring how each of the individual components (Source, Message, Channel, Receiver) can affect the effectiveness of communication. The channel refers to the medium the sender uses to send the message, which can include technological devices but usually refers to the five human senses in general communication. A message can be influenced by its elements (non-verbal content that is attached to the message), treatment (the way the message is conveyed), structure (the message’s arrangement) and code (the form the message is sent in, e.g., spoken word or a text message.) 
As well as this, Berlo notes that individual characteristics of the sender and receiver can change how effective the communication between them is; their communication skills, knowledge/understanding and backgrounds (social, cultural, etc.) each play a role in how they send or receive the message and Berlo believes that both parties must have similar individual characteristics for the communication to be effective.
There is a wide variety of people at my friend’s workplace, which can sometimes make communication tricky due to generational and cultural divides between employees. My friend has often noted that older members of staff usually stick close to one another while younger members of staff keep to themselves, meaning communication is often only made when completely necessary (making it harder for the operation to run as smoothly as possible.) The Co-operative addressed a similar issue by rebranding as the Co-op and using the brand #beingcoop to celebrate diversity within the company (McCann Synergy, 2017). Back to Being Coop sessions invited employees from all across the company to meet and integrate, yielding a 77% attendance rate and 93% belief in membership. This shows that communication in my friend’s workplace could be improved by encouraging employees to put aside their individual differences and get to know one another.
Building from the Shannon-Weaver model, the Schramm model (created by Wilbur Schramm in 1954) places emphasis on the encoding and decoding of messages to create a
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dynamic, cyclical model of communication, rather than the linear design from the work it is based on. A potential downside of the model is that Schramm assumes that encoding and decoding will occur without much trouble, electing to ignore the potentially large influence of noise, unlike Shannon and Weaver. However, this was done with good reason as Schramm did not believe the original, linear model fully represented effective communication and decided to introduce the idea of feedback between the participants. In doing so, communication does not become truly effective until the receiver decodes the sender’s message and, crucially, responds to it, setting up a two-way form of communication. It is this response to the original message that is lacking in the Shannon-Weaver model, which makes Schramm’s model cyclical and potentially more accurate.
At work, my friend has described how feedback isn’t necessarily focused on by upper management. Meetings are usually linear (like the Shannon-Weaver model) and involve the manager telling the employees what to do, and with little to no opportunity for the employees to ask many questions or suggest their own ideas. Effective communication could be improved here by making the employee’s voices heard. This was proven true in a case study of Royal London (McCann Synergy, 2018); they created a group of volunteers from employees across the entire business to gather ideas, recommendations, and general feedback in a more inclusive way than the old surveys. The results showed that ‘teams who felt engaged believed in their leaders…growth was up 28% [and] funds under management up 18%.’ This suggests that a less linear model provides far more effective communication than seen in the Shannon-Weaver and Berlo models.

Communication Skills
Listening is a significant aspect of communication. Active listening ensures that a receiver is paying attention to what the sender is telling them, and that they are not distracted by other stimuli. This helps them to retain the messages they are being given and ensures that the relationship with the sender is positive (as they know they are being listened to.) Empathic listening is also useful as it allows the receiver to take a more involved role in the communication, putting themselves in the sender’s shoes to better understand their perspective. CEO Elle Kaplan (Kaplan, 2018) says that ‘‘Active Listening’ is a key component of workplace productivity on several levels’ and that employers run the risk of losing their staff if they fail to properly listen to them. Workers who don’t feel listened to are more likely to feel resentment at their job and seek other opportunities. In a case study, Tim Armstrong (CEO of AOL) fired his creative director in a call with 1000 other employees
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because he did not actively listen to the director’s reasoning for taking photographs of the meeting. If Armstrong had utilised empathic listening, he would have understood his employee’s position and would not have lost the support of the other staff members.
This is a sentiment shared by my friend, who feels that her manager does not take the time to listen to her employees actively or empathically; managers often speak and issue orders but do not otherwise engage. This could be improved by taking the time to understand issues the workforce may have and to answer questions regarding their work. As Kaplan points out, productivity would increase at my friend’s workplace if the management allowed for employees to feel listened to and included. 
	Verbal communication consists of using written or spoken word to communicate to someone else. This includes senders giving information and receivers listening to it, either through face-to-face conversations, with telephone calls, emails, letters, etc. Verbal communication should not be confused with vocal/oral (which only refers to spoken communication and does not include written or typed.) The effectiveness of verbal communication can be determined by many attributes; clarity means that senders tell the message in the most concise and easy to understand way possible. Empathy ensures that senders think of their receivers and try to understand things from their perspective. Sincerity allows a receiver to trust that the sender is being honest and truthful to themselves while appearance allows a sender to appear serious and respectable, making their message stick. Relaxing (taking deep breaths and talking at a calm pace) helps the sender maintain their speech and talk loudly enough. Correct posture (sitting or standing straight), while non-verbal, helps with breath control, allowing communication to remain friendly and encouraging, which makes sending and receiving information much more effective. Vocal control, like volume, pitch, tone and speed allow for messages to be sent clearly and ensure that the receiver does not infer incorrect feelings or intentions from the message.
	Non-verbal communication involves any communication that works in between the lines, without writing or speech. Facial expressions, movement and posture, hand gestures, eye contact, personal space and touch are all forms of non-verbal communication that send their own messages. A friendly smile and sustained eye contact will ensure people are perceptive of the sender, synchronising communication. Movement allows the sender to directly communicate with anyone in the room (not a select few) and gestures help aid the visualisation of an idea. Personal space allows communication to feel safe and comfortable, but careful touch can ensure connectivity between senders and receivers. Careful control of
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non-verbal cues can help make sure that communication remains effective beyond the spoken messages.
	‘We can see the ubiquitous ramifications of nonverbal communication in the workplace’ (Kudesia and Elfenbein, 2013) as non-verbal cues display status and power, impress potential employers, help employers choose more appealing candidates, affect gender perceptions, and reduce sexual misconduct, and help recognise emotions and deception in the workplace. My friend notes that there appears to be a very clear divide between the management and other staff at her workplace. The managers often position themselves away from the group during discussions/meetings (leading to a feeling of ‘us vs them’) and do not properly project to the group. My friend notes that eye contact is often limited to one or two people that the manager is familiar with, leading to the rest of the staff feeling excluded and not a part of the team. During meetings some managers turn their back towards the group, making it harder for the employees to understand them. The management at my friend’s workplace appear to use non-verbal communication to further their own power and status without realising that this alienates the other workers. To improve this, managers should shift their non-verbal communication to include everyone they are speaking to; turning to face everyone, make eye-contact with as many people as possible and ensure that everyone has an equal opportunity to hear what they are saying.
	With correct use of verbal and non-verbal messages, barriers to communication (such as barriers to reception, understanding and acceptance) can be avoided. Receivers’ needs and expectations are met, semantic problems are avoided, the receiver’s ability to listen is improved and interpersonal conflicts between sender and receiver are reduced and overall communication between both parties is greatly improved.

Conclusion
Models of communication allow us to examine how effectively people communicate with one another. Beginning with the Shannon-Weaver model, communication has been presented as a source sending an encoded message through channels to be decoded and received by someone else. The original model is clear and universally accepted but has been improved upon over time. Berlo’s SMCR model suggests that communication can be affected at each component, and the most effective communication can only be achieved when sender and receiver share individual attributes. Schramm added the concept of feedback to the original, linear model to transform it into a dynamic and cyclical model. He argued that communication can only be complete when the receiver can respond and
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engage with the sender. All these models give insight into achieving effective communication.
As well as this, communication skills play a large role in how people effectively communicate, especially in the workplace. Appropriate listening (active and empathic) allows senders and receivers to feel heard by one another whilst verbal and non-verbal communication allow people to better understand one another. While spoken/written word is important, the way the message is presented can be even more important. Non-verbal cues can severely impact the way employees feel about their workplace and thought-out use of them can dynamically improve the feelings that these employees have. Barriers to communication are avoided when communication skills are used effectively and prove how important it is for employers and employees to properly talk and listen to one another, for a productive working environment. 
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Nonverbal communication can play five roles:

© Repetition: It repeats and often strengthens the message you're making verbally.

© Contradiction: It can contradict the message you're trying to convey, thus indicating to
your listener that you may not be telling the truth.

© Substitution: It can substitute for a verbal message. For example, your facial
expression often conveys a far more vivid message than words ever can.

© Complementing: It may add to or complement your verbal message. As a bos:
pat an employee on the back in addition to giving praise, it can increase the impact of

you

your message.

® Accenting: It may accent or underline a verbal message. Pounding the table, for
example, can underline the importance of your message.

Source: The Importance of Effective Communication, Edward G. Wertheim, Ph.D.
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Function Components

illary Anger Elfenbein

Examples of Workplace Issues

Identification W Appearance

W space

W Employee-Culture Fit
W Work-Life Balance
W Attire and Uniform
W Workplace Discrimination

M Facial Behavior
W Touch
W space

Relationship

W Status and Power Displays
M Leadership Perceptions
W Sexual Harassment

W Organizational Culture

W Facial Behavior

W Movement
W Vocal Behavior

W Employee Motivation
W Workplace Productivity
W Team Rapport

ery W Facial Behavior
W Movement
W Vocal Behavior
W Time

W Interviewing Techniques
W Performance Assessments

M Communication Effectiveness
M Salesperson Persuasiveness

(Adapted from Remland 2006)

Table 1.2: Nonverbal Functions, Components and Examples of Workplace Issues that are Relevant

to these Functions
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Why is nonverbal communication
important?

By accurately interpreting the nonverbal cues of your coworkers, you can
gain a shared understanding of their feelings, emotions and attitudes
toward certain situations. Your ability to communicate with shared meaning
can encourage collaboration with team members, which may boost
productivity, enhance engagement and strengthen your cultural
competence.

Being aware of your own commu
convey your feelings on various subject matters or situations. It can also
help you exude confidence when talking with supervisors or express
empathy when listening to a coworker.
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Active listening

Focus on the speaker and what they are saying. Wait to formulate your
reply until after they have finished talking.

Maintain an open mind. It's imperative that you truly hear their message
before making snap judgments based on prejudices or stereotypes.

Avoid concentrating on certain aspects of the speaker's message
exclusively. Instead, attempt to understand their overall message as well as
their primary points.

Keep distractions at a minimum. If necessary, suggest moving to a quieter
area or turn your phone on silent.
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Listening may seem simple. You may not consider it to be a powerful tool.
However, more and more business leaders and entrepreneurs are taking it
on as a serious skill and are reaping the rewards.

The directed act of listening will enrich your workplace relationships,
improve group productivity, and even boost your own mood. While it’s
inevitable for conflict to arise from communication, you can turn
misunderstandings into positive action with ‘active listening’.

‘Active listening’ is the key to getting the most out of a conversation, and has
numerous personal and interpersonal benefits. While studies show that
most people believe that they have above-average listening skills, the
average person listens with only about 25% efficiency. Listening is a
misunderstood skill, and one in which you probably have great potential for
growth.

‘Actively listening’ can be defined as giving your complete, intentional focus
to what someone says, rather than what their words literally mean. Peter
Drucker, the highly successful management consultant and author, once

said that “The most important thing in communication is hearing what isn’t
said.”




