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THE STRUCTURE OF THE REPORT
1.0 Introduction
Communication can be defined as the exchange of information, thoughts or ideas that ends up with a cordial understanding between two or more people. Maund et al, (2017, p47). It is a process initiated by a sender who formulates the message which is then transmitted through a communication medium. The sender comes up with an idea or a thought which he or she then encodes the thought or idea into recognisable symbols or signs. These symbols can be words, gestures or pictures are the language that is understood by both the sender and the receiver. The sender selects a suitable medium to transmit the symbols in order that the receiver can access them. The medium can be a one-on-one conversation, a text message or any electronic-related medium. When the receiver gets the message, he or she must decode the message, interprets it and understand the motive of the sender. (See Appendix A)
Effective communication takes place when the receiver accurately understands the message received. 
Communication is important in the workplace. It ensures that the workplace operates efficiently. The quality of the communication can significantly improve the results or output of a workplace. According to Efectio.com, quality communication in the workplace can eliminate many problems and instead promote better performance. A research by the US company Gartner revealed that 70% of the company’s mistakes are in most cases to do with poor communication. Clear instructions need to be given to avoid making mistakes at the workplace.
According to Drexel.edu, besides the physical and technical barriers, there are a number of barriers to effective communication. These are unhappiness with one’s job, inability to listen to other people, lack of transparency in company operations, different communication styles, conflicts in the workplace and cultural differences.
Poor communication can lead to misunderstandings and missed opportunities . (Fairygodboss.com). Unnecessary conflict can arise from poor communication. The “grapevine” effect can result from lack of communication at the workplace. A Dynamic Signal study revealed that 80% of the US workforce reports “feeling stressed because of ineffective company communication, a 30% jump one year ago”. Poor communication can lead to a broken company culture, the report concluded. 
2.0 Models of Communication 
2.1 Shannon and Weaver (1948/49)
This model of communication was created in 1948. The Mathematical theory was later known as the Shannon Weaver model of communication. It was dubbed “mother of all models” on account of the impact that it had on the communication theory. The Shannon Weaver model is more technological than the other models and is a linear model.
According to businesstopia, January 6, 2018), the concepts in the Shannon Weaver Model are as given below:
Sender (Information Source) is the initiator of the information. The sender is the person who formulates an idea and makes the message, decides what channel or medium to use and sends the message.
Encoder (Transmitter) The Encoder is the sender who utilises a machine which has the capacity to convert the message into signals or data. The encoder can be the machine itself.
Channel can be the medium used to convey the message.
Decoder (Receiver) The Decoder can be the machine that is used at the other end to convert the signals and data into a message or it can be the receiver who interprets the message.
Receiver (Destination) The Receiver is the intended target who should get the message or where the message must end. The receiver should provide a response according to the context of the message.
Noise-Noise is described as the physical hindrance such as the environment, weather, people and other things which can get in the way of the receiver not getting the message as intended by the sender. (See Appendix B)
How the Shannon Weaver Model Works
The sender comes up with a message and transmits it to the receiver through a technological medium or channel such as a telephone or mobile phone. The sender makes the message into codes that the receiver can understand. The message is transmitted through a channel.
On getting the message, the receiver will decode it so that he can understand and interpret it accordingly. The receiver can be a machine that decodes the message. It has been observed that the channel may experience hindrances such as noise. 
The case study of Maria and Pedro comes to mind. Maria and Pedro were husband and wife. Maria was a housewife and Pedro worked for a construction company. One day Maria wanted to have chicken for dinner and called Pedro to buy her a chicken on his way home. Because of the noise at the construction site, Pedro heard as if Maria had asked him to buy a kitchen. As it turned out Pedro arrived home without the chicken. In this case, Maria is the Sender, the Encoder is the Telephone network company, the Channel is the Mobile network, Noise is the environment which causes disruption, the Decoder is Pedro’s Mobile phone and the Receiver is Pedro. Pedro did not give feedback due the noise disruption.
          There were 5 aspects when this model was created. Noise was added at a later date.      
The Three Levels of Communication Problems.
According to Shannon Weaver the problems are:
1. Technical problem- this is how a channel can cause a problem.
2. Semantic problem- this is the meaning of the message sent and received in a very different format.
3. Effectiveness problem- this is used to measure how effective the message provokes a response. 
         Advantages of the Shannon Weaver Model
· The aspect of noise helps to improve communication and remove hindrances.
· Communication is a two-way process. It makes this model useful for every day
communication
· Communication is regarded as quantifiable in this model.
         Criticisms of the Shannon Weaver Model
· It can be more applicable for interpersonal communication than group or mass communication. 
· The receiver has a passive role to play whereas the sender plays the big role
· Feedback is regarded as less important as compared to the messages sent at the beginning of the process.
· Some critics have dubbed this model as a “misleading misrepresentation of the nature of human communication” because human communication is not mathematical.
        2.2 Schramm’s Model of Communication
         The Schramm’s model of communication is based on the Shannon Weaver model.
         According to Managementstudyguide.com, Wilbur Schramm came up with his model
         of communication in 1954. Schramm stated that information is not useful until it is 
         converted into words and shared with others. Encoding plays a major role in that it 
          initiates the communication process by turning an idea into a message. Schramm 
          believed that when the message reached the receiver, it was his or her ultimate duty
          to understand what the sender wants to convey. This model states that unless the 
          receiver is able to decode and perceive the motive of the sender, the message has no 
          value at all. This means that encoding and decoding are the two vital aspects for
          effective communication to take place otherwise communication between two people
          cannot take place. Schramm’s model of communication is based on encoding and 
          decoding. These are the two pillars of effective communication, he concluded.
          Schramm believed that until and unless the sender received feedback from the 
          recipient, the communication would not be complete. This means that communication
          is a two-way street between individuals.
          Schramm was of the opinion that a person’s knowledge, experience and cultural 
          attributes play a bigger role in communication. People from different religions, cultures
          are likely to view the message in their own way.
          In the final analysis, according to this model when the sender transmits a message to
          the receiver, he or she expects the receiver to interpret it in the expected format from 
          the sender and give feedback in that manner. Failing to give the desired feedback 
          will render the communication incomplete and so not effective.  
          2.3 Berlo’s Model of Communication
           David Berlo developed the Sender- Message-Channel-Receiver (SMCR) model of 
           Communication in 1960 also based on the Shannon Weaver Model of 
           Communication (1949). He described the individual components impacting
           upon communication in order to make it more effective.
           This model takes into account encoding and decoding as aspects which take place
           before and after a message is received (Managementstudyguides.com).
           Berlo identified the sender, message, channel and receiver and concluded that each 
           of them is subjected to many factors in order to operate fully. (See Appendix 3).
           The four aspects of this model are as given below:
           S-Sender is the originator of the message. Berlo believed that the sender and
           The receiver should have similar attributes and backgrounds for effective 
           communication to take place. Things such as communication skills are affected by 
           attitude, knowledge, social systems and culture.
           M-Message is the content that is being transmitted and is affected by elements
           that are non-verbal, treatment, structure and code or form in which the message is 
           sent be it language, text or video.
           C-Channel is the medium engaged to transmit the message and it is affected by 
           the five human senses such as Hearing, Seeing, Touching, Smelling and Tasting.
           R- Receiver is the person who gets the message. The receiver according to this 
           model is similar attributes to the Sender.
           Criticism of the SMCR Model of Communication
           The sender and receiver must be similar as mentioned above and it is unrealistic.
           There is no feedback and no communication barriers are noted. Noise is not 
           included and it is a complicated model to implement. Like Shannon Weaver, 
           this is also a linear model.  
           This model misses the sixth human sense of thinking or analysing things.

3.0 Communication Skills
3.1 Verbal Communication: Verbal communication is spoken, oral and written. Verbal communication includes both our words and our verbal fillers such as um, like. Verbal messages come about through language Maund et al, (2017, p.67). Effective communication involves an accurate interpretation of other people’s verbal messages. Robinson and Robinson (1982) stated that when speakers are regularly conveying verbal messages to listeners, they should consider that many factors can contribute to the failure to understand the meaning by the listener.
The symbols used by communicators are sometimes not exact. “So we construct meanings as we interact with other people by processing the information in our own heads” Duck, (1994); Keyton and Beck, (2010).
3.2 Non-Verbal-This is communication that is also known as body language and
Includes all the ways that we interact without the use of words such as gestures, facial expressions, posture, tone of voice, signals or signs. It is “Communication other than written or spoken language that creates meaning for someone” Ivy and Wahl, (2014, p.5). Research shows that about 55%of messages between people are communicated non-verbally, Lavan, (2002).
The purpose of non-verbal communication are to express emotion, to convey interpersonal attitudes, to present one’s personality and to accompany verbal communications Ekman, (1965). We had a problem at our workplace with one of the team leaders when he was giving handover to the next shift. He would speak very fast and with a high-pitched voice such that many people could not understand what he was saying. We requested a meeting with the manager to resolve the matter and the issue was addressed amicably and the team leader was reminded that he should check if people understood what he said. If people have questions, they should ask him before the leave the staff room. Robinson and Robinson (1982) as highlighted above.
3.3 Listening-Active listening requires the listener to concentrate with undivided attention on the speaker. Listening is the ability to focus on the verbal and non-verbal messages being transmitted in order to establish meaning. Effective listening is essential in enhancing relationships between people. According to Crockett, (2011), the ordinary person remembers between 25% and 50% of what we hear. Sypher et al, (1989), concluded that a person’s ability to listen has far-reaching consequences in terms of productivity, teamworking and personal success. There are three levels of listening for the professional person and these are; informational, critical and empathetic listening (that is listening without judging someone and putting yourself in the speaker’s shoes) Jalongo, (2008). In another case, we had a work colleague who always had earphones on when at work. As a result his performance was affected because he did not listen to instructions. He was called to the manager’s office and told not to use his earphones during the shift as they are a barrier to his listening abilities Jalongo, (2008).
4.0 Conclusion
This report was about demonstrating my understanding of the three models of communication and communication skills that were discussed in class. I have referred to case studies to show how and to what extent they helped my understanding of same. I have also given examples from my workplace and offered suggestions on how it can be improved based on my findings from theory. Furthermore, I have attached diagrams pertaining to the models of communication discussed and my own research notes under the appendices at the end of the report.
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6.0 Appendices

            


The Sending and Receiving Diagram above was extracted from Maund et al, (2017, p.47)
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