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1. Introduction
[bookmark: _Hlk67302778]Communication skills signify a vital and lifelong role in our knowledge and understanding not only in communicating with people, but also in employing it in the workplace to reach successful and productive results (Taylor, 2000). Establishing good communication skills in the workplace is critical and necessary to sustain good relationships and manners in the workplace environment.  Maintaining a quality communication skill within organizations is considered a key in accomplishing professional targets, experiencing a job satisfaction, and expanding the organizations’ overall functioning (Hoffman, Anderson & Gustafsson, 2014).  Cole (2015) mentioned that it is necessary for all employees to emphasize their efforts on elevating their communication skills on regular basis. Cole added that employees who invest their time in enriching and employing their communication skills in work will quickly build trust among organization, increase productivity in general. According to Hoffman, Anderson, and Gustafsson (2014), however, poor communication between employees will surely lead to unenthusiastic personnel who would lose their confidence in their potentials and the organizational spirit and mission as well. 
This paper discusses the importance of communication in workplace, models of communication, kinds of communication skills, and a case study sample in a workplace to provide guidelines in improving communication effectiveness. 
2. Models of Communication
Developing communication skills is essential in all your life aspects, starting from your family life, to social cycle, and to your career life. In today’s world, our hectic life relies deeply on sharing information and having good communication skills to reach our goals (Kapur, 2020). Iksan et. al (2012) stated that being able to communicate effectively is a lifelong skill and should not be ignored. Thus, it is important to demonstrate good communicate skills in order to deliver and understand quickly and precisely. In order to explain the process of communication, theorists have developed many communication models in attempts to explain and understand how to develop and enhance communication skills. This section will shed light on three most well-known models for communication which are Shannon & Weaver, Schramm, and Berlo.

2.1 Shannon-Weaver Model (1949)
Shannon, an American Mathematician, along with the scientist Weaver developed this model (Shannon and Weaver, 1949). This model explains that the process of communication occurs in five steps: sender, encoder, channel, decoder, and receiver. According to Shannon and Weaver (1949), throughout the process of the encoding and sending of decoding, noise occurs and can lead to disruption in the message. This case might appear in signal of radio broadcast, mishearing of a message, or misspelling in an email. The sender or the information source deal with the chosen information which has to be transmitted (e.g. point of view, idea, thought, etc.). The encoder or the transmitter is when the sender uses a machine or any way to convert the information of the message into signals to be transmitted to the receiver (e.g. the voice via mobile is converted into wave signals and it transmits through cables).Regarding the noise, Foulger (2004) stated that it is the physical disturbance that change the actual meaning of the transmitter. An example of a case study would be that of Maria and Pedro, where the latter failed to receive the message of the former due to disturbing noise at the building site. The decoder or the receiver takes those signals and interprets them into a message for the receiver. This would be a pretty simple and smooth kind of communication. Yet, Al- Fedagi (2012) conducted in his study that many disrupts might happen while receiving messages. This disrupt would be referred to noise. Therefore, when noise appears in the way of communication, feedback is necessary to reach accuracy. 
Figure 1  [image: ]

2.2 Schramm Communication Model (1954)
The Schramm Model of communication was developed by the communication theorist Wilbur Schramm. This model is a circular model that requires three essential elements: the source, the message and the destination (Kaminski, 2012). Ideally, this model suggests that communication is a two-way path starts with a message which continually passing between the sender and receiver (Kapur, 2020). 
Al-Fedagi (2012) stated that the basic of this model is that the message should be understood between sender and receiver and both have to encode and decode the message. This process is necessary to ensure the effectiveness and the accurate interpretation of the message. Besides, Kaminski (2012) added that if the receiver can’t interpret or comprehend the message sent by the sender, then the whole communication process is useless. For example, Max, the multitasker, failed to meet Tamara’s expectations because he simply forgot to take note of the message, which means that their call was useless. The focus in this case study was on the message itself rather than Max or Tamara. Likewise, Shramm (1954) stressed on the importance of feedback and noise during the communication process. In a word, this model deviates from traditional model that focuses on sender and receiver and focuses more on the message itself. 
Figure 2 [image: ]

2.3 Berlo’s SMCR Model of Communication
This model was developed by David Berlo in 1960 who postulated his model Berlo’s Sender-Message-Channel-Receiver (SMCR) from Shannon Weaver’s Model of communication (Kapur, 2020). Berlo (1960) described in his model the factors that affect individual components while communicating to make it more efficient. The model also emphasizes on the encoding and decoding that happens before sending the message and before receiving the message. This model includes four main components which are the sender, message, channel, and receiver. And each component is influenced by several factors during the communication process. (fig. 3)
Figure 3[image: ]
The model progress as follows: the sender (source of message), the receiver (collect the message), the message (information), and the channel. According to kapur (2020), the source and receiver are interchangeable, thus they have same factors that affect them. Petersons and Khalimzoda (2016) contributed that the most important input of Berlo’s Model is that meanings are not in the message but in the message users. Therefore, communications should be explored from their background perspective. A case study here would be the example of Barry, who faced multi challenges with his team due to multiple setbacks, among which is the language barrier, the cultural and ethnic background, and emotional barrier. 
3. Communication Skills
Communication skills are vital for a healthy and efficient workplace, and they are considered as a learned skill while most people are born with the ability to talk. However, not all have the ability to communicate well unless they develop and improve these skills further (Deveugele et al. 2005). Learning and developing good communication skills lead to career success, build your network, and boost your job profile. According to Iksan et al. (2012), communication has two traditional types, the verbal and non-verbal. However, our understanding of communication is affected by several factors that include face-to-face interactions (meeting), digital literacy (email, social media platforms etc.).


3.1 Verbal communication
Verbal communication is the information that can be exchanged through words. It consists of two types: spoken/oral and written. Oral communication occurs when we speak to others whether face-to-face conversations or via phone, Skype, radio, TV or any other application. Oral skills can be formal (business meeting) or informal (chatting with friend on phone). As for the written skills, it is the process of conveying messages through written words and can occur in business communication via emails, memos, reports, documents, letters, or job descriptions. The effectiveness of written content depends on choosing correct words, correct sequence and cohesiveness in message, and more legal and valid terms. Nowadays, every organization aim to hire people who possess excellent verbal communication skills. According to Kim (2001), any employee without proper verbal communication skills will be unable to interact properly within the workplace environment and this will affect his progress.  Taylor (2000) cited that developing verbal skills can be done by using poised voice, be an active listener, clarity of speech, correct choice of words, expand vocabulary, and avoid filler words such as “um”, “so”, or “yeah” because it will distract the audience or reader. 
3.2 Non-Verbal Communication
It is the way we communicate without using words, but we use body language, gestures, or facial expressions to transport information to others. Garza (2015) stated that non-verbal communication includes different parts of the body. It can be either conscious actions as handshake or head nod that mean to communicate intentionally, or unconscious like hand twitch or shiver in voice that reveal an emotional state where communicator doesn’t want to share. Mahajan (2015) in his study stated that non-verbal skills are important in workplace because it help individuals to interact better and allow you to build solid relations with others. Few steps can be done to develop non-verbal skills such as maintain an eye contact to others while communicating to show that you are attentive, maintain a positive and clear tone of voice to avoid misunderstandings, keep an upright posture, wear appropriate outfit, and respect personal space.  


3.3 Listening
Listening skills is a way of communication that allow a person to understand and make sense what another person is saying. In workplace, communication between employees is essential to enhance productivity. Listening skills in workplace may be functioned through active and empathetic listening skills. 
3.3.1   Active Listening 
According to Kim (2001), active listening is a lifelong skill that can be acquired over time awareness and attentiveness to details. It is about being able to focus on the speaker and try to interpret and understand the information to respond attentively. Garza (2015) added that applying active listening in workplace helps to build connections and trust, identify and solve problems, enhance knowledge and understanding of different topics, and avoid missing important information. 
3.3.2 Empathetic Listening
Regarding the empathetic listening, it is the practice of being attentive, compassionate, non-judgmental, and trustworthiness to other’s conversations input. Duwadi (2014) stated that listening empathically to coworkers allow us to make an emotional connection with them and find similarities between both experiences which can give more heartfelt responses. It also helps to give support and encouragement to the coworkers rather than advising and criticizing them. Sullivan (2011) indicated in his study that the intensifying attention of communication skills in hiring expertise with such demand has increased. Yet, developing such skill in workplace require from employee to be full attentive in meetings or when receiving information, observe the nuances and learn how to read the physical clues, be patient and don’t interrupt others, keep an open mind and avoid judgments and criticizing , feel the speaker’s point of view, provide feedback, and ask for clarification when needed. 
Case Study
This case study is based on my personal experience at my workplace. We, as a language department, meet every Wednesday after school hours to discuss the weekly plans, pacing schedule, and other related academic points that might be on the agenda. Last March and during the pandemic, we had our last face-to-face meeting on campus and our head of department (HoD) suggested that we resume our meetings as usual but via zoom, and we all agreed. She sent an email later on that night with a link and password to access the meeting and to inform those who were not present; I received her email but didn’t respond since it’s a matter already agreed upon. On Wednesday morning, I was surprised to receive another email from the HoD expressing her disappointment and dissatisfaction because couples of members, including me, have neither responded nor confirmed our attendance and availability for the virtual meeting; thus, she cancelled the meeting. For us, it was already confirmed and agreed upon verbally to meet via zoom when we had our last face-to-face meeting, so there was no need to confirm again via email. But for her, it was a must that we confirm our attendance through a written documented email. I believe it’s the culture that plays a role in this issue. She is of a French background, while are of Arabian one. We believe our word, in other word, verbal communication, is enough; plus, it’s a meeting that is set every Wednesday, so it’s mandatory and not optional. But for her, everything should be written and documented to assure the flow of the schedule and the agenda on the one hand, and to rebut any excuse that might come from any of the team members. Since it was a pure cultural misunderstanding and emotional barriers in terms of communication, it reflects Berol’s model of communication as it should have been explored from the HoD as well as the members’ background perspective, and since one is French and the other culture is Arabian, the source and receiver did not have the same perspectives, resulting in miscommunication. 
To resolve the issue, a meeting was conducted by the higher management where a new policy was set regarding communication matters. Everything should be documented and not agreed upon verbally in order to lessen any similar conflicts in the future. 
4. Conclusion
To sum up, communication takes many forms, and all of which are essential regardless of the domain or the field where communication occur. Sometime, a simple message might be misunderstood leading to a trouble or even disappointment between two parties due to noise, simply. However, due to cultural differences, age, language barriers; one can rely on certain gestures as a form of communication without having the need to say word. One can notice how important communication is in our daily life and most importantly at the workplace. As mentioned previously, the good and effective communication among staff, member, admin, and employees in general would lead to more productive and successful outcomes. It’s also important than one should be aware of the challenges that he/she might face when trying either to send or to receive a message; otherwise, the whole point of communicating will be useless.
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Appendices 

MAX the MULTITASKER: A Case Study adapted from Quintanilla, K. M.  & Wahl, S.T in Maund, A,. Shriek, M and Tinkler, A, Certificate in Higher Education: Skills for the Workplace. London.    Sage 
  
Max was very good at planning and organising events such as weddings, birthdays and other anniversaries, so he decided to start a business from his home where he received enquiries and made bookings for clients. He didn’t have much money, so he did all the work by himself and depended on satisfied clients telling other people about his services instead of paying for advertisements.  
One such client was Tamara whose wedding Max had organised two years earlier. All the guests had had a wonderful time, and some had even hired Max to plan various activities. Now, Tamara wanted Max to plan her parents’ 50th Wedding anniversary for a hundred and fifty guests at a special venue, the Dorchester Plaza. Max agreed, even though he was so busy that he found himself doing the jobs of secretary and receptionist by answering the phones, taking bookings and phoning around to book various venues. 
‘Why don’t you employ somebody to help you?’ 
‘I can’t afford it. My mother has an incurable illness and I must pay for her to stay in a nursing home. Also, her medicines are extremely expensive’, said Max.  
‘Oh, I’m sorry to hear.’ 
Two weeks later, Tamara phoned him on his mobile as his landline was busy. When he answered, he told her that he was on the phone to another client, but she said that all she wanted to do was to bring forward the party to a week earlier as her father had to go into hospital on the date earlier agreed. Max said that it wasn’t a problem and they agreed on a new date.  
When the day came, Tamara, her parents and their guests turned up at the hotel only to find that there was another party in progress. They were all upset, and Tamara was crying as she phoned Max to find out what had gone wrong. Max apologised and said how sorry he was but that he had forgotten to write the new date in his diary because he had been talking to another client on the other phone and he couldn’t afford to employ anyone to help him. He said he could organise the party for her parents at half the cost any time after her father came out of hospital, but Tamara was so angry and upset that said she would never trust him again and she would tell all her friends what he had done. She called him a rude name and hung up.  
Max tried to phone her many times after, but she didn’t answer. 
  
1. What element of communication do you think was responsible for what happened? 

  Since Max was a multitasked person, he failed to eventually to satisfy his client. 
  
2. How could it have been prevented? 
  
He should have hired at least a secretary to make sure to take notes and not miss any event, while he can concentrate on the major aspects of an event.
  
3. Was Tamara right to behave in the way she did? 
  
 Yes, definitely. It’s a day that cannot be replaced since her father was heading to the hospital.
          












 MARIA and PEDRO 
  
Pedro works on a building site and Maria is his wife. 
One day Maria phoned Pedro. 
‘Hello, Pedro, when you’re coming home, see if you can get me a chicken.’ 
‘Okay,’ replied Pedro. 
When he got home, Pedro took off his boots and coat and went into the kitchen. 
‘Maria, where are you?’ He said. 
‘Here – in the sitting room,’ she said. 
When Pedro went into the sitting room, Maria said, ‘Where is the chicken?’ 
‘What Chicken?’ Asked Pedro. 
The one I asked you to get on your way home.’ 
Oh, no! I thought you said when I come home I will see you in the kitchen! 


Q: Why do you think Pedro misunderstood Maria? 
Since he was on a building site and due to noise around, he might have heard kitchen instead of chicken.


Q: Whose Model of Communication explains this confusion and why? 
Shannon and Weaver model of communication since the physical disturbance (building site) affected and changed the actual meaning of the message.


Q: How could this have been prevented? 
Pedro could have found a quiet, clam place before answering the call. Or, Maria could have either asked him to find a calm place, or sent him a message since the noise at the building site might disturb their call and affect the whole message she wants to send.


Q: Whose Model of Communication explains how it could have been prevented?
Shannon and weaver model of communication, which states that when noise appears in the way of communication, feedback is necessary to reach accuracy 











 THE PROFESSOR and THE VILLAGE PEOPLE 
Lloyd b. 7/19 
A Professor of English at a well-known Welsh University lived in a large house not far from a little village. He never went into the village, but shopped in the town near the University because he had nothing in common with the village people, who were largely uneducated and did manual jobs. 
One night, the professor fell asleep while smoking his pipe and the pipe fell onto the carpet and started a fire. 
When the professor awoke and saw the house on fire, he rushed into the village, screaming: 
‘The edifice is being consumed by a great conflagration!’  (Blaze, Fire) 
‘The edifice is being consumed by a great conflagration!’ 
The village people looked at him and continued doing what they were doing 
‘Don’t you understand?’ He said. ‘‘The edifice is being consumed by a great conflagration!’ 
They ignored him. 
When the Professor returned home, he saw that his house had been completely destroyed. He sat down on the ground and wept. 
The next day, he went into the village crying. ‘Why, oh why didn’t you help me? My home has been destroyed by the fire. I came and begged you last night.’ He wept. 
‘But Professor, why didn’t you say that your house was on fire? We would have helped.’ 

Q: Why didn’t the village people help the Professor?
The villagers are not familiar with the terminologies that he has used such as edifice and conflagration. Such jargons are used by people of in certain domains, and since they were mostly uneducated, it was hard for them to understand.
Q: What should he have done to get them to help him? 
He should have simply used simple words that they are familiar with, and he should have taken into account that they are not educated, which makes it hard for them to understand. 
Q: Whose model of communication do you think can explain this situation? 
Q: Why? 
Berlo’s model of communication since both parties: the professor and the villagers are of different social classes and backgrounds. In addition, they were not on the same level in terms of academic education. 








COMMUNICATION: A CASE STUDY adapted from The University of Iowa Food Safety Project 
   
Case Study 1 – Barry and Communication Barriers: Effective Communication as a Motivator  
As you read their case, think about how you might help communicate with the employee to remedy the conflict.  Answer the critical thinking questions at the end of the case.  
Barry is a 27-year old who is the manager of a restaurant.  He is responsible for supervising and managing all employees in the kitchen.  Employees working there range from 16 years old to 55 years old.  In addition, the employees come from diverse cultural and ethnic backgrounds.  For many, English is not their primary language.  
Barry is qualified food safety officer who tries his best to keep up with food safety issues in the kitchen, but he admits it’s not easy.  Employees receive “on the job training” about food safety basics (for example, appropriate hygiene and handwashing, time/temperature, and cleaning and sanitizing). But with high turnover of employees, training is often hurried, and some new employees are put right into the job without training if it is a busy day.  Eventually, most employees get food safety training of a kind.  The owners of the restaurant are supportive of Barry in his food safety efforts because they know if the Health and Safety Inspector found standards to be poor, their restaurant could go out of business.  Still, the owners note there are additional costs for training and making sure food is handled safely.  
One day Barry rushes to get into work on time. He had been working on his car until 2 a.m. and realized that he didn’t have a clean uniform. However, he managed to find one that was not very dirty. As he dressed, he realized that he needed a haircut and a good hand scrubbing, especially after working on his car.  
When he rushed into the kitchen, he noticed several trays of uncooked meat on the work tops.  They appeared to have been sitting at room temperature for some time.  Barry is frustrated and doesn’t know what to do.  He felt like he was beating his head against a brick wall in trying to get his employees to practise food safety.   
Barry has made many efforts to get them to learn how to handle food safely.  He has put large signs all over the kitchen: KEEP HOT FOOD HOT AND COLD FOOD COLD and WASH YOUR HANDS OFTEN.  All employees are given a thermometer when they start so that they can assess the temperature of food.  Hand sinks, soap, and paper towels are available for employees so that they are encouraged to wash their hands frequently.    
 
Questions:   
1. What are the communication challenges and barriers Barry faces?   
- Language barriers since not all employees are English native speakers which considered a challenge for them when communicating.
- Different age range barriers: Different  age groups in same workplace causes many challenges when young one know more in technological things and also older ones have more work ethics and values than the younger ones. 
- Emotional Barriers: The negative vibes from home have affected Barry’s way of communication with his co-workers.   
- Non-verbal Challenges: Barry’s appearance tells others that he’s careless about his personal appearance and hygiene. 
  



2. What solutions might Barry consider in addressing each of these challenges and barriers?  
-As for the language, Barry can put more effort in learning more simple words that he needs in his work to show his care. Also, signs with visuals can be put in the workplace to ease the employee’s communication. 
-Regarding the age generation barriers, Barry can set a plan between employees where younger one can be more in charge of receiving text messages. And be open to communicate the messages through different ways to improve the works productivity.
  - Emotional Barrier: Barry has to relieve his stress or free himself from the emotional stress before starting his work.
-Non-verbal challenges: Barry has to develop his non-verbal skills since the appearance is important in his work. He has to consistently work on his behaviour and actions related to food safety and hygiene. 
 
3. What are some ways Barry might use effective communication as a motivator for employees to follow safe food handling practices?  
-To use an encouraging language with his employees by motivating and thanking them when things are done properly. 
-He can share his success and failure experiences with his employees so that they can feel his situation and give their best.
- He can be more clear and transparent when dealing with the staff; this would create a better work environment and would build trust and loyalty between all.
-Show them that they are part of the company and increase their sense of ownership in their work.
- He has to be a role model for the staff by showing them how everything should be done.
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