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Introduction

According to Markovic and Salamzadeh (2018,11) “communication is the act of sending a
message through different media; this can be verbal or nonverbal, formal or informal as long
as transmits a thought provoking an idea, gesture or action”. Zeljko and Fosic (2013) state that,
communication is a skill used by managers in order to provide information to promote
creativity or increase productivity in the workplace and Barrett (2002) sees communication as
a method to transmit and interpret concepts, facts, opinions and emotions. In other words, the
theory suggests that communication either being a mediator or a drive for interpretation is a
necessary skill that needs to be tamed in order to provide clear information between co-
workers.

This report aims to evaluate the importance of communication in the workplace, analyse the
different types of communication that can be used by organisations, examine the Berlo’s Model
and use it as starting point to analyse one’s personal experiences at a workplace.

Communication in the Workplace

According to Sanchez and Guo (2005), communication in the workplace is an art that must to
be cultivated and trained for the effective success of organisational goals and objectives.
Moreover, although, communication is the key for a productive organisational performance, in
the workplace is one the biggest managerial challenges as performance and productivity
depends on the quality of the information they provide. In this sense, communication is a
process of sharing information, which, involves a sequence of complex and creative methods
of a broad content interpreted in the interaction among individuals at the workplace Bokeno
(2007).

Effective communication is necessary for any organisation, is also necessary that organisations
adapt their communication methods to the different personalities and viewpoints, as well as, to
the different position in the organisation. In this, communication in an organisation will flow
ease and be better understood either by a staff member of at a managerial level Markovic and
Salamzadeh (2018,11). A good communication system is crucial to productivity and a
successful business.

Type of communication

Information is absorbed in different ways by different people, in order to avoid
misunderstandings and miscommunication in the workplace management should communicate
in a simple, clear and precise manner, therefore, the proper use of communication does inspire,
motivate, cultivates trust and collaboration within the workplace. These different types of
communication when properly used can stablish a good communication baseline within the
workplace.

Verbal communication

According to Guo et al (2009, 83) “relies on spoken or written words to share information with
others”, is an effective way to share information through a spoken or written language. Verbal
communication in the work may be in form of dialogue, which, it may include a sequence of
meetings representing different opinions or joint interest. Thus, organisational members may
become facilitators in order to engage, motivate and share the organisational culture. Another
form of verbal communication is written communication, contrary to spoken written
communication tend to be more official, difficult to follow and formal. Although, considered
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a slow tool of communication, with technological advances such as, email, chat and computer
— aided programs, it became one of the most efficient way to describe, detail, preserve and
share information in the workplace (Dunn, 2002) cited in Guo et al (2009).

Nonverbal Communication

Happens every time we use our body, instead of words to express our feelings or experiences.
Facial expressions such as smile, nods, slightly lift or the eyebrows or eye contact can be used
to show interest, approval and listening. Similarly, body movements such as hand shake,
standing, posture may signal disapproval, anger or when someone is leaving. Nonverbal
languages offer greater difficulty interpretation, since their meanings are not universal,
however, mastering the non — verbal signals properly may be a source of trust and transparency.
Thus, becoming a great drive on the quality of workplace relationships, as well as job
satisfaction and encouragement to meet organizational goals Guo et al (2009).

Formal Communication

In the formal communication information is often determine by the top management is a pre —
planned, prepared in advance and traceable, thus, adherent to common instructions, guidelines
and functioning procedures delivered through an integrated platform such as formal and
recorded staff meetings, official notices, company newsletters, internal e-news websites and
reports. The information normally comprises the company projects, plans, schedules and
memos, is vastly documented and rigid to modification, (Tang & Thomas, 2015). Formal
communication may work as a mediator of information throughout organisational departments
and the entire organisation. As it is traceable is often known to the employees beforehand,
therefore, providing a better understanding and ease cooperation. Communication when
overloaded may become a burden to staffs, however, the lack of a right structured system may
cause loss of important information and affect productivity and the collaboration between
personal Nwinyokpugi (2018).

Informal Communication

Informal communication is considered social characteristics of general workers, it reflects the
perception of both employee and the organisation and the information is gathered in tea rooms
or corridors; through word of mouth, interactive meetings or independent conversations
(Barrett, 2002). Recently, this method of communication became valued by management and
important for employees’ daily operations, however, in the past was considered a obstacle to
effective team work and organisational performance as it crosses organisational boundaries and
is generally separated from the work flow. Moreover, this unregulated communication system
does not leave a traceable record that can be found, reviewed or shared, therefore, lacks pre-
specification, preparation and does not modify significantly regulations, behaviours or
organisational culture Nwinyokpugi (2018). However, informal communication transmits the
information faster, if well balanced and implanted may encourage teamwork, collaboration and
trust within the workplace, also, it may fill the gap of communication left by a more formal
structure (Barrett, 2002).



Models of Communication

Berlo’s (SMCR) was inspired by Shannon Weaver’s Model of Communication, in which,
describes elements influencing the individual mechanisms in the communication making it
more effective. Berlo’s Model focus is encoding and decoding as the most important factors
on communication. Moreover, Berlo’s model is divided in four parts (Sender, Message,
Channel and Receiver), as to explain the steps of sharing information.

Sender — is the source or initiator of the information. Some attributes may influence the
message such as the sources communication skills, attitudes, knowledge, background and
culture.

Message — is the information transmitted from the sender to receiver and aspects such as
content, elements, treatment, structure and code have a direct affect in how the message is
shaped.

Channel — is the vehicle used to send the message and it can be technological such as mobile
phones and emails, however, Berlo’s model recognise the four humans’ senses (hearing,
touching, seeing and smelling) as the more relevant and controversial channel, thus, relating
them to the outcome of the information shared between sender and receiver.

Receiver — will get the information sent by the source, considering that the same attributes
affecting the sender’s message, will also, impact the way the receiver gets the message; if the
receiver and sender have the same attributes such as Communication skills, backgrounds and
culture. On the other hand, the message may not have the same acceptance or effect in the
sender and receiver attributes are different.

My own Experience

Working at Tesco was very challenging because | had to develop communication skills to adapt
to the company policies, standards and to be able to deliver a good customer service. A situation
occurred one day when Mike (team support as me) arrived on shop floor 15 minutes past his
starting time; was not necessary the case where he was late, probably he was getting
information or helping others before | saw him. Instead of asking for a briefing to best
understand how did I organised the work, he started to allocate staff and sending them for break
and rudely asking why this and why did I not do that and questioning my decision like I did
not know what | was doing, so I replied Mike “ if you want organize the shift you should be
on shop floor at 15h00” - which is the time that his shift started, but in his head the
understanding was “if you want organize the shift you should arrive on time”- which means
that | was saying he was late. Mike made a complain saying that | was rude.



My Own Experience in Connection with Berlo’s Model

Reviewing the theory and place myself as a source or the sender of the information, as can be
seen above in Berlo’s Model some attributes affects the message. In this case Mike and | have
the same background as we are from the same country, communication was not a problem as
we both have Portuguese as a mother tongue, although, factors affecting the message could our
attitude and knowledge towards each other and the situation. Moreover, in Berlo’s Model the
message is the result of a series of factors stated above, in the related experience the treatment
and structure of what | said to Mike may have been controversial and not clear enough.
Furthermore, Berlo’s Model mentioned that the delivery and receiving channel (five senses),
affects the communication flow. In the Mike situation, what I said or what | wanted to transmit
was not what he heard and understood, resulting in, blockage of information and
misunderstanding. Lastly, this Model shows the receiver thinking pattern, in which, if is not
the same as the sender in attributes mentioned the model description may cause obstruction. In
the review of my experience with Mike | saw the content in one way, and he saw in another
we were not similar in either attitude nor knowledge.

Using Berlo’s Model for Best Practice

The examination of the components of communication — sender, message, channel and
receiver- help create different outcome to the workplace issue described above. The sender
could apply the improved communications skills learnt during the trainings and adjust the
attitude, gestures and tone when before verbalizing the message to the receiver. The proper use
of hearing and seeing senses could help detect signals around the receiver to send the right
message in order to break the conflict. In other hand, the receiver could also had adjusted the
attitude, gestures and tone during the argument in order to decode the message spoken by the
sender and consequently clarify the real meaning of the content. Moreover, Mike could get
more knowledge about the morning shift by requesting a brief before allocate staff that already
been allocated to a certain task and one’s perception could have been improved by making a
self-analyse that was the end of my shift and | was tired and probably irritated because it was
a difficult shift.

Conclusion

Effective communication is a drive for productivity and efficiency, when properly used
promotes trust, collaboration and loyalty towards both each other and the organisation.
However, if used ineffectively may cause misunderstanding and confusion, resulting in a
decrease of productivity and became a source of discontentment for the employees.
Organisations should adapt their communication process to the different backgrounds and
positions, as well as, making use of the different forms to communicate (verbal, nonverbal
and formal, informal) as to deliver a clear and simple message.

Berlo’s Model description of the communication process in 4 components, sender, message,
channel and receiver, can be a helpful tool for sharing the information in the workplace. As
can be seen in my own experience example the Berlo’s Model can be a guide to identify
where laps of communication happen as to understand what went wrong and caused
confusion in the information. Furthermore, in using Berlo’s Model to find solutions for
effective communication as to adjust the coding and decoding of information properly.
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