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Introduction

Etymologically, the term communication originates from the Latin noun communicare which describes “to share or to make common.” (Weekley, 1967, p. 448) Therefore, communication is seen “as the process of generating meaning by sending and receiving verbal and nonverbal symbols and signs that are influenced by multiple contexts.” (Richard Jr., 2013, p. 284) This definition encompasses the interaction, comprehension and sharing of meaning between participants during communication. Mishra and Mishra (pp.79-85, 2020) illustrate that "a proper communication skill serves and gauges the quantity and quality of information that flows” between participants – sender and receiver. 
1.1. Communication in Organisations.
Communication forms an integral part of all day-to-day activities, as it governs all forms of human interactions. Communication in the workplace is particularly important as it is a determinant of an organisation’s success. “Organisations cannot exist without communication” (Keyton, pp.501-526, 2017) McPhee & Zaug cited by Keyton (2017), further argues that communication is often tailored to satisfy various organisational functions, for example, “some communication socialises or negotiates, other communication, particularly, that of management, is devoted to structuring and controlling, while other communication is designed for negotiating and coordinating work activities.”
1.2. Significance of Effective Communication at the Workplace
· Builds employee loyalty as they feel empowered to share their ideas and discuss any issues they might want to.
· Promotes team building as employees embrace collaboration and team efforts among themselves.
· Promotes innovation as employees feel comfortable openly sharing their new ideas.
· Creates a conducive working environment that increases morale at the workplace.
· Builds trust among employees which ultimately has a positive impact on the organisation’s productivity.
· Allows everyone in the organisation to understand and work in alignment with the company mission, vision and values.
· Minimises misunderstandings and conflict in the workplace.
1.3. Consequences of poor communication at the workplace
Ineffective communication often has a major negative impact on employees in an organisation. “Disconnected, uninformed employees can have a detrimental effect on a business and the bottom line.” (Krause, 2019) Some of these consequences are;
· High rate of employee turnover, which is very costly for an organisation.
· Low employee morale is often translated to poor customer service.
· Decrease in productivity, which ultimately affects shareholder return.
· Absenteeism by staff.
· Culture of distrust and misunderstanding at the workplace.
· Unwillingness by the employees to collaborate and work with one another.
2. Models of Communication
According to Mortensen, cited by Al-Fedaghi (2012), a model is "a systematic representation of an object or event in idealised and abstract form." A communication model is essential in explaining and clarifying the communication process. 
2.1. Shannon-Weaver Communication Model
This communication model was created by American scholars Elwood Shannon and Warren Weaver in 1948. However, Norbert Weiner later proposed ‘feedback’ as an additional concept of the model. It is often referred to as the “mother of all models” due to its inclusion of noise in communication as a means through which information can be distorted or misinterpreted as it is being transmitted between the sender and receiver. 
[image: ]Figure 1: Shannon-Weaver Model 
In this model, the sender represents the genesis of the communication process by selecting the information/message to send, the receiver and the suitable channel for that message. The encoder/transmitter is then described as the “machine (or person) that converts the idea into signals that can be sent from the sender to the receiver.” (Drew, 2019) After the encoder is the channel that describes the medium that facilitates the transmission of the message from the “sender and encoder to the decoder and receiver.” Noise is the next step in this model and can be either internal or external. Internal noise interrupts a message when there is a mistake by the sender/receiver in encoding/decoding a message. On the other hand, external noise is when an external factor obstructs the message. The decoder follows the noise and is understood as the device used to decrypt the sent message in a manner that can be well understood by the receiver. The receiver describes the communication endpoint as the information recipient has received the intended message. Finally, feedback symbolises the last step in this model and was added to counter the linearity of this model. Here, the receiver replies to the sender, closing the communication loop.
Advantages of this model:
· Acknowledges noise as a barrier to communication hence provides room to remove the noise.
· Illustrates communication as being two-way, making it more applicable in human communication.
· Applicable in multiple situations (i.e. not only in technological devices in was formulated to explain
Limitations:
· Does not sufficiently address instances of group and mass     communication.
· Feedback is not an adequately highlighted concept.
· It does not account for the different interpretations of a message based on the identities of the communicators.
· Often criticised as being too mathematical as opposed to genuine human communication.
2.2. Schramm’s Communication Model
This model of communication was suggested by Wilber Schramm in 1954. “Participants alternate positions as sender and receiver and generate meaning by sending messages and receiving feedback within physical and psychological contexts.” (Schramm, cited by Richard Jr., 2013) Schramm highlights encoding and decoding as two of the most important aspects in the communication process. “the communicator is the source of information and… translates his idea into words, symbols, pictures, graphics voice, tone, facial expressions and body language through a common medium.” The receiver is the decoder of the information. “The decoding process is not that simple because the receiver interprets the message using personal experience, expectation, comprehension level and other factors that influence his perception or understanding.” (Lim, pp.230-234, 2017) Schramm was a strong believer that communication is unfinished unless feedback is provided by the receiver. (Wrench et al., 2020) Additionally, the source and receiver of the communication can be the same person.
Figure 2: Schramm's Model of Communication
         [image: ]Source: Social Sci Libre Texts 
Advantages
· The circular model hence allows each participant to send and receive information.
· Feedback allows both parties to interpret the message and seek clarification where the need arises.
Disadvantage
· Ignores the noise aspect during the encoding and decoding stage.
2.3. Berlo’s SCMR Communication Model
This communication model was established by David Berlo in 1960 to illustrate the Sender-Message-Channel-Receiver communication process. Berlo argued that effective communication is actualised by three components; the “speaker, subject and the listener.” (Wrench et al., 2020) As illustrated in the figure above, each element has five constituents.
              [image: ]Source: BizNews
The sender/source characteristics are; communication skills – should be able to listen, speak, read and write, attitude – good attitude to allow for effective communication, knowledge – the sender should be knowledgeable about the message they want to share, and social systems, that is, the source should consider the values, cultural setting, and beliefs the recipient. Finally, the source should consider the situational culture of the message. The “elements of the message are content, elements, treatment, structure and code” (Muyanga and Phiri, 2020). The content describes the information being shared, element the verbal and nonverbal characteristics of the message, treatment the manner of message conveyance to the receiver, the structure is the organisation of the message and the code is “form in which the message was sent, such as text, gesture, or music.” (Wrench et al., 2020)
The channel is the medium used to pass a message between the source and the receiver. For human communication, communication relies on hearing, seeing, touching, smelling and tasting. The receiver represents the endpoint of the communication process in this model. The receiver's characteristics mirror the sender's, as Berlo argued that this was a necessity to promote the decoding and understanding of the sent information.
Advantages
· Takes into consideration factors most likely to affect communication.
Limitations
· Ignores noise as a barrier to effective communication.
· Does not account for feedback, a very crucial element of communication.
· Omits intuition, thought and understanding as channels of human communication.
3. Communication Skills
A skill is the “ability to do something.” (Attewell, 1990) Accordingly, communication skills describe the ability to share information and express oneself to others in a manner that they understand. Good communication skills are essential as they enable “individuals or groups to persuade, to seek information, to give information or to express emotions.” (Wangare et al., 2012) The necessary communication skills are;
3.1. Verbal Communication
“Verbal communication refers to the form of communication in which message is transmitted
verbally; communication is done by word of mouth and writing.” .” (Wangare et al., 2012) It is important to note that during communication, the sender’s and receiver’s attitude, discernment, emotions and judgement may differ, which may create a message barrier. Therefore, it is important for parties to try and understand the other’s perspective. Verbal communication can either be;
a. Oral Communication
In this form of verbal communication, oral words are used. This form of communication includes face-to-face dialogues, telephone, radio and TV conversations, among others. Wenbin Nah, cited by Wangare et al. (2012), demonstrate that this spoken communication in an organisational setting may be seen in "conversations, interviews, 
counselling/helping colleagues, meetings, conferences” etc. 
	Advantage
	Disadvantages

	· Immediate feedback can be provided.
· Interpersonal, hence is fairly transparent and comprehensible.
· Flexible, hence both sender or receiver can change their previous points of view.
· Instantaneous feedback hence no delay in decision making.
· Saves on time and effort.
	· Unreliable in organisational settings as it may be informal in some instances.
· May lack organisation when compared to written communication.
· May lead to misunderstandings if participants present information poorly.
· Unproductive for long meetings as it may be fairly time-consuming




b. Written Communication
In this form of verbal communication, signs and symbols that are printed or written by hand are used. The message in this form of communication can often be influenced by the grammar or terminology used, style of writing, intelligibility or care of the language.
	Advantages
	Disadvantages

	· Suitable when giving complex and vital directives.
· Assists in providing information about a company’s mission, vision, policies etc.
· It can be easily referenced when the need arises.
· Information can be modified/revised before it is transmitted.
	· It may be costly due to the usage of stationary and labour necessary for writing, editing and delivering the message.
· Feedback is not immediate.
· The paperwork involved may become bulky.
· Impersonal 


3.2. Non-Verbal Communication
McConnell (2003) describes nonverbal communication as the “behaviour that creates or represents meaning " other than spoken or written communication.” This form of communication includes facial expressions, paralanguage (volume and pitch while speaking), gestures, eye contact, among other body movements. Often, “nonverbal communication has the same meaning across cultures.” (Andersen, cited by Richard Jr., 2013) Wangare et al. (2012) demonstrate that the three principles that govern non-verbal communication are; “environmental conditions where communication takes place, physical characteristics of the communicators, and behaviours of communicators during interaction.” According to Argyle (1988), the main drivers behind nonverbal physical behaviours are;
a. “To express emotions. 
b. To express interpersonal attitudes.
c. To accompany speech in managing the cues of interaction between speakers and listeners.
d. Self-presentation of one’s personality.
e. Rituals (greetings)”
Example of non-verbal communication; During my internship last summer, the organisation allocated me, two supervisors. This meant that I was free to work with and consult whomever of the two. I ended up working with one supervisor for longer periods of time during the internship. The major reason for this was that her facial expressions while conversing with me were often vibrant and expressive. She also maintained eye contact frequently and would never mispronounce my name as the other supervisor did. Her nonverbal behaviour illustrated that she was open to teaching me the skills I needed and showed that she was genuinely interested in me as a person. As a result, I was naturally drawn to her and we still talk to this day!

	Advantages
	Disadvantage

	· Applicable in situations where audible communications are inappropriate.
· Suitable in communications where parties don’t share a language.
· Used where discrete conversations are necessary.
· Makes dialogue brief.
· Can be used in communications with the deaf.
	· Discourages lengthy conversations.
· Varies between cultures.
· Not applicable as a public tool for communication.
· Specifics of a conversation cannot be determined.



3.3. Listening
“Listening is the learned process of receiving, interpreting, recalling, evaluating, and responding to verbal and nonverbal messages.” (Richard Jr., 2013, p. 284) This definition clearly lays out the listening process. Listening often “requires a desire to understand another human being, an attitude of respect and acceptance, and a willingness to open one's mind to try and see things from another person’s point of view.” (Wangare et al., 2012) Through listening, individuals are also able to acquire new information, provide support to conversing partners, and relay information about themselves. 
Types of listening
a. Discriminative listening: this form of listening is inborn and mainly physiological. Richard Jr. (2013) argues that humans normally “engage in this listening to scan and monitor our surroundings in order to isolate particular auditory or visual stimuli.”
b. Informational listening: this form of listening is very intentional and is aimed at grasping and holding onto information. In the workplace, it is observed when superiors are giving instructions to a subordinate who must be keen and remember the shared info.
c. Critical listening: “entails listening with the goal of analysing or evaluating a message based on information presented verbally and information that can be inferred from context.” (Richard Jr., 2013)
d. Empathetic listening: this form of listening often follows an individual trying to understand the speaker’s feelings or thought process.
Barriers to Efficient Listening
a. Faulty communication channel
b. Temporary or permanent hearing deficiencies.
c. Physical disruptions.
d. Inattention to nonverbal communication.
e. Selective listening.
Challenges encountered while Listening
a. Inaudibility of the speaker.
b. Language barrier.
c. Environmental noise
d. Accent
e. Code-switching
f. Hearing deficiency
g. Boring Speaker
Conclusion
As highlighted in this report, communication is very important in day-to-day interactions, especially at the workplace. An ineffective communication process often has dire consequences on the context in which it is being used, as illustrated in the workplace. The communication models in this report highlighted that the communication process mainly comprises a sender, encoder, communication channel, decoder and receiver. As such, communication is mainly passed through this process and feedback is expected to complete the same. Communication skills have been discussed to be also very important as they allow a sender and receiver to effectively pass a message and understand one another.
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Appendices
Appendix 1: Examples
Poor communication in the Workplace
A good friend of mine recently worked in a local organisation. However, barely three months into the job, she quit. On enquiring about her reasons for leaving the company, she said that her boss often intimidated her at work by regularly shouting instructions at her and standing by her desk whenever she had a deadline to meet. He was also a terrible listener and often failed to address the concerns of employees working under him.
Some of the remedies that I would recommend the organisation to adopt are;
i. The first step would be for the organisation to prepare a training session on effective communication at the workplace. The training would educate all the employees on how to communicate and interact with each other.
ii. All employees at the company should commit to building respectful relationships with one another.
iii. Leaders at the organisation should learn the importance of addressing and welcoming diverse perspectives of those around them.
Appendix 2: Forms of Organisational Communication
For organisations, “communication can be formal or informal; planned or unplanned; as well as verbal, nonverbal, written, or visual.” (Keyton, pp.501-526, 2017). "Classification of communication on the basis of the relationship is formal and informal, on the basis of 
expression is written, oral, gestural, on the basis of direction is downward, upward, horizontal, diagonal. Communication is multidimensional or multidirectional" (Sehgal, &Khetarpal, cited by Benharzallah) Classification on the basis of;
a. Relationship
Formal Communication
This form of communication is often used in organisations where “everyone is informed about and aligned with the business goals.” (Jouany & Martic, 2020) With this kind of communication, information is necessary to be clear and concise to ensure that all personnel are on the same page when it comes to what is anticipated of them. 
Informal Communication
This form of communication is also commonly referred to as “grapevine communication.” As the name suggests, it is quite casual and is influenced by the social relationships that employees have at the workplace. It often intersects levels, managerial positions and direction at the workplace.
b. Direction
Horizontal Communication
This form of communication occurs between employees and teams working at the same hierarchy level at the workplace. “It plays a critical role in aligning tech, marketing and sales teams and making sure that everyone is on the same page.” It can also be used to improve inter-departmental partnerships in organisations.
Vertical Communication
Here, communication flows from top-to-bottom (downward communication) or bottom to top (upward communication). "The downward channels of communication are largely controlled by management and are exercised as management's option." (McConnell, cited by Benharzallah) Downward communication is mostly used to give directives or guidelines at the workplace. 
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