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1.  Introduction

Since the beginning of human mankind, people have searched for the best ways to communicate with one another, moreover, communication has been studied by anthropologists as well as sociologists to comprehend how people communicate in other cultures and other parts of the world.
Communication is defined as the exchange of thoughts and ideas resulting in the understanding of two or more people. (Griffiths & Dunham, 2017).
Communication is what keeps people in touch with each other. We tend to underestimate the importance of communication in our daily lives.
As I previously mentioned, we can never underestimate the importance of communication.  For instance, in one’s workplace, messages between workers are crucial to get the job done in the best possible way. The role of management plays a major part because of the need to get as much feedback from the workers as possible, however is their duty to keep a communication flow among all parties involved.
Management and workers must overcome certain barriers that can affect communication, some of them are:
•	Noise
•	Language
•	Social Background
•	Cultural Barriers, etc.     
                                                                                                                           If any of these barriers is not solved, chances are messages are going to be             misunderstood, thus creating chaos and the task not being done properly or just not being finished.
This report will show why proper communication is so important.  I will show how noise affects me in my workplace and this could affect not only my work performance but the whole company’s daily operations.
I will explain the different types of communication and the problems that arise if the proper exchange of ideas is not attained.













             
                    2. Models of Communication

The following three models of communication clearly explain the barriers in communication.  Here you can find the root of the problem and ways to solve them. 

             2.1 Shannon & Weaver

The Shannon and Weaver model of communication was created in 1948 by the mathematician Shannon and the scientist Weaver.  This model is known as the “mother of models”. (Businesstopia in communication, 2018).
This model clearly shows a sender a receiver, the medium that is used to convey the message, and the noise in the background that affects the message being understood in its entirety.  It shows clearly for the need the model to be a two-way system.  The receiver has to give the necessary feedback so the message is clear and everyone has grasped the idea.  Please note that noise is not just physical but also is cultural, social, and language-wise. 


Information

Destination
Receiver
Transmitter
Channel







Noise








Feedback









As we can see in the above diagram, clearly shows that noise can interfere greatly with the medium chosen to send the message. E.g. Telephone, computer, fax, etc.

          2.2 Schramm
Wilber Schramm proposed this model of communication in 1954.  This proposal came after the Shannon and Weaver model in 1949. (Managementstoryguide, ND)
Schramm’s model is based on coding (sender) and encoding (receiver) information.  If the encoding side does not send any feedback to the coding side, then it is said that the communication is incomplete.  The Schramm model highlights the importance of the individual’s knowledge, experience, and cultural background.  People with these traits tend to decode information in many different ways, thus creating confusion and sometimes chaos.
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Finally, the encoder and decoder must give information back and forth to convey the message in a clear manner, otherwise the communication will be incomplete and useless.
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This diagram clearly shows the importance of encoding and decoding information to maintain a fruitful conversation between two people.

              2.3 Berlo
This form of communication was developed by David Berlo in 1960 was the Sender-Message-Channel-Receiver (SMCR). It was modelled after the Shannon & Weaver (1949). (Businesstopia in communication, 2018). 
The model is based on encoding (sender) and decoding (receiver) and has four major components:
• Sender                      • Channel
• Message                   • Receiver
S- Sender
Is where the message originates, the person (source) sends a message to the receiver (decoder).
· Communication Skills
· Attitude
· Knowledge
· Social System
· Culture
M- Message
The message could in the form of voice, text, audio, or any other type of social media.
· Content
· Element
· Treatment 
· Structure
· Code
C- Channel
The five human senses can affect how communication is perceived.  Other channels can be the internet, telephone, etc.
· Hearing
· Touching
· Smelling
· Tasting
· Seeing
R- Receiver
 The receiver must have good listening skills to understand and perform the tasks that are expected.  The receiver is the person that has to decode the message from the sender (coder).
· Communication Skills
· Knowledge
· Culture
· Social Systems

                  2.4 My case study
I have several issues every day in my workplace. Firstly, we meet at 6 am every morning as you could imagine most of us still are half asleep, on top of that music is blasting in the background and to make matters even worst, the vast majority of the staff do not speak English.  I have addressed the issue of the music many times but my complaints have been useless. For some unknown reason they do not shut the music down from 6 am to 6:10 am, so everyone could hear the messages given every morning properly.  At the end of the meeting my manager dismisses everyone to their assigned areas, no one asks any questions nor is any feedback given to the speaker (manager). The vast majority of the time I have to ask the manager what he said. This is a clear example of Schramm and Shannon and Weaver, as well as Berlo’s case studies. In the case study of Pedro and Maria, there was lots of noise in the background interfering with the communication resulting in a complete misunderstanding between Pedro and Maria, neither Pedro nor Maria gave each other feedback to make sure the message was comprehended on both sides. Last, it also reflects Berlo’s model of communication because it focuses on encoding and decoding messages and also mentions language barriers as well as social barriers.
              2.5 High and Low Context Communication
High context communication- Is implicit, the message can be understood without the use of words. 
Low context communication- Is the situation where word s have to be used to convey the message. (Southern University, 2016). 
An example of high context is individualism, to achieve things on your own.  On the other hand, low context communication values teamwork. Another example is that high context values verbal communication over non-verbal communication, in the low context is just the opposite.

                   3. Communication Skills
Communication skills are defined as the ability to convey a clear message to others and understand what the others are saying back to the speaker.  Feedback is critical, here are the different types of communications in our daily and work life. (Indeed, 2020).

                      3.1 Verbal
Verbal communication is the words we used in our daily life, along with language filler such as, er, like, yes, etc. Quintanilla & Whal (ND).
Quintanilla and Whal expressed that our ability to speak and understand each other is a miracle, we have given everything a name with random words to represent things or feelings.  These symbols and words to express our emotions and feelings have contributed to achieving verbal communication.  Communication is not as simple as it seems, although a person says something that he/she believes is a  simple statement, the other person might understand something that is completely different or opposite.  You have to be very specific to be understood if you ask a vague question, chances are your question is not going to be answered the way you expect.  For instance, when you go to the supermarket and ask for green beans, as we all know there many types of green beans, cooked, raw, frozen, etc.  Another example is that if you go to a car dealer and ask to buy a car, the salesperson will need more information in order to help you.
Verbal communication consists of two communication rules, regulative rules, and constitutive rules.
Regulative rules- These are the rules to whom to talk about certain matters. (When, how, where).  For example when you talk to your boss.
Constitutive rules- These rules are when we pay attention to people, eye contact, or have some emotional bond such as hugging and kissing.
                        3.2 Non-Verbal
Non-verbal communication is also known as body language, is the ability to communicate without mentioning any words. Research has proven that 55% of our messages are transmitted non-verbally.  This is because we gather most of our information visually, signs, and images.
Types of non-verbal Communication
Here are some examples of non-verbal or body language. (Segal, et al. 2019)
· Facial Expression- Facial expressions like disgust, anger, fear, surprise, and happiness are the same in all cultures.  The human face is very expressive and conveys countless emotions without speaking a single word.

· Body movement and posture- (Kinesics) the way you move gives away lots of information about you. These non-verbal communication postures are a fundamental part of how people think about you, for instance, your stance, the way you walk, and minor movements you inadvertently make.
· Gestures- (Kinesics) everyone makes hand and head signals in their lives, every single day.  You may way wave your arms in an argument or when you have an exciting conversation.  Also, you have to be very careful because gestures are not universal.  For example, the OK sign in English-speaking countries has a positive tone, on the other hand in Brazil and Russia is considered offensive.
· Space- (Proxemics) When someone invades our space, we feel very uncomfortable and unable to maintain a conversation.  Different cultures reject the idea of someone standing very close to you unless is a relative or your significant other.
· Voice- (Para-Verbal) you have to pay attention to how you say something. (Para-verbal communication). These include the pitch of your voice, pace, and tone.  People get offended when you talk down to them, patronise them or if you are being sarcastic.


                          3.3 Listening
You should know the difference between hearing and listening. Hearing is the ability to detect sounds, listening, on the other hand, is not only perceiving sound but ‘reading’ non-verbal cues and be able to establish a conversation or performing a task successfully. (Quintanilla, K.M. & Whal, S.T., ND)
Active listening- Is when you ask questions to make sure that you understood accurately what you were told. Verify facts.
Empathetic listening- Is when you listen without making a judgement of the person speaking to you.  Empathise with the person’s point of view or situation.
To achieve excellence in your listening skills you should use the K.E.Y.S approach.
K- Know yourself/ Observe/ Listen
E- Evaluate the professional context/ Listen actively
Y- Your communication with others/ Feedback
S- Step back/relax
S.O.L.E.R is an active listening method in non-verbal communication. (Amanda, 2014)
S- Square position, show interest.
O- Open posture, do not cross arms or legs.
L- Lean, tilt body a bit forward to display you are engaged in the conversation.
E- Eye contact, look do not stare.
R- Relax, stay calm.
Effective communication in the workplace is fundamental to keep managers and employees in harmony.  This is only achieved if both parts interact and exchange ideas.  In my case study that I previously mentioned if the SOLER and KEYS are used, the noise problem could be solved in a matter of minutes if not seconds.   This is why companies should keep always channels of communication always open to solve these issues.




                          4. Conclusion
Communication is the cornerstone of human mankind.  Our non-verbal communication accounts for 55% of messages transmitted, which is because we live in a realm that is dominated by your eyesight. Effective communication is quite difficult in the present time since we live in a globalised world, although you might say or make a gesture that in your culture is harmless it might be offensive to other cultures.  You have to adjust to present times and avoid all these ‘noises’ or interference, also, you have to be careful with your para-verbal skills (The way and tone you say things), control voice pitch, eye contact, etc.
Finally, the way you approach people, and the way you speak to them is an important footstep to engage in a fruitful and honest conversation.  You should emphasise in giving and receiving feedback to avoid misunderstandings and having honest communication with everyone.  
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                      6. Appendices

                                      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?
A: I think the question was misunderstood because he did not make sure what was said, in other words he did not give Maria any feedback.
Q: Whose Model of Communication explains this confusion and why?
A: All three models explain this miscommunication.  All of the models help to spot and fix this misunderstanding.
Q: How could this have been prevented?
A: This could have been prevented by making sure it was chicken instead of kitchen.
Q: Whose Model of Communication explains how it could have been avoided?
A: The model of communication that explain this error in a very simple way is the Schramm model. It could have been avoided by just giving feedback and /or making sure what did Maria really want.














                   Business Letter


Alexander Lemos
(1917608)

Dear Ms. Mary December, my name is Mr. Alexander Lemos and during my visit to the warehouse last week I’ve noticed that you that the way you spoke to the warehouse employees was not the proper one.  Perhaps, I caught you in a very unfortunate situation, especially now that the workload has increased by 14% over the last 3 months. You must remember that our workers are a key part in our overall success, so you must control your temper and lower the pitch of your voice. Also, the company is very grateful of you commitment for the past 10 years.  The reason of this letter is take some pressure off you for the next 5 weeks, as you know I am the director of communications and I would like to have in my class of communication skills.  I will be teaching this class from Monday to Friday from 9 am to 12 pm. You will be paid full time.  Please answer me as soon as possible, because I only have 5 vacancies.  I hope you consider this classes and I look forward on seeing you next week.
Yours faithfully,
Alexander Lemos
Director of Communications























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?  
 Barry faces cultural barriers as well as language barriers.  Many of the staff hired to work in the restaurant do not have English as their first language.
 
 
 
 
2. What solutions might Barry consider in addressing each of these challenges and barriers?   Barry should give each person a one on one training because not everyone speaks the same language nor English is their first language. Also, he should consider telling the restaurant owners to pay higher wages so they can keep the same staff on a daily basis.
 
 
 
 
 

3. What are some ways Barry might use effective communication as a motivator for employees to follow safe food handling practices? 
Barry in order to motivate the employees at the restaurant should not only put the signs up but do as the sign says.  For instance, when a plate of hot arrives show all employees where to put such plates.  Also, show all employees how to use the thermometer properly as well as washing his hands frequently so that, all employees imitate his behaviour.  
 
 
 















TROUBLE AT HOME, TROUBLE WITH TRAINING
STEP BACK AND REFLECT

1.	What went wrong?
Jennifer, her boss as well as all of her co-workers are under investigation because the new placements were not categorised in the right manner.  I infer that Jennifer was placing people with no employment barriers.
2.	What role did listening play?
Listening played a major role, as we can see everyone at this moment is in trouble until the authorities find out who did what and to what extent.
3.	What are the ethical considerations?
•	Honesty
•	Protection of privacy
•	Anonymity of the people seeking a job
•	No misleading information nor communication

4.	What critical listening strategies can Jennifer employ to help her in the workplace?
Jennifer could have used two types of communication strategies:
	SOLER and KEYS listening strategies.
	S Square position
	O Open posture
	L Lean forward
	E Eye contact
	R Relax	       	K Know yourself
                                   E Evaluate context
                                  	Y Your communication
                                  	S Step back/relax

5.	How could Jennifer use The KEYS approach to improve her communication interaction?
Jennifer, should know her limitations because she just finished college and have no work experience in this field whatsoever. She has to evaluate all information, ask questions and give feedback so there is no misunderstanding. She needs to improve her communication skills, perhaps her voice pitch is too low or she’s monotone. Last but not least, she needs to stay quiet to absorb all the information given to her at any time.
