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1. [bookmark: _Toc49011597][bookmark: _Toc49674563][bookmark: _Toc49797670]Introduction 

Communication is defined as the process through which people create and share information to facilitate a meaningful interaction. In the workplace, communication is regarded as a central function of management as it bridges the gap that exists between individuals and groups to enhance the flow of information (Kinnick & Parton, 2005). The process of communication involves the sender who generates and conveys the message to the receiver. The message contains the idea of information that is being shared, while the receiver or the recipient of the message. However, the element of noise can distort the message and affect the quality of feedback and leading to poor communication.
[bookmark: _Toc49674564][bookmark: _Toc49797671]1.1: Importance of communication

The primary role of communication is to ensure a smooth flow of information at all levels in the organisation. Therefore, the supervisors and managers have the responsibility of ensuring the right channel of communication is used in keeping people informed and aware of the daily activities and operations. What is more, communication acts as a constant reminder to the workers about their roles, responsibilities and keeps them focused on achieving the set goals (Keyton et al. 2013).
From the managerial perspective, communication is a tool through which they convey targets to employees, issue directives and allocate job responsibilities to the staff. Accordingly, communication increases the levels of efficiency among managers because they are able to monitor the progress and performance of work, thereby improving the performance of the whole organisation (Miller et al. 2017). Closely tied to the issue of managerial efficiency is that, communication also improves the coordination of work between the staff among the different departments. For example, in the workplace, the managers often utilise the email as the modern form of communication in sending requests, reports, convening meetings and coordinating the workers towards achieving the organisational goals (Radovic & Salamzadeh, 2018).
In the era of modern technology, an efficient communication system in the organisation can help to mitigate against conflicts through the proper allocation and sharing of the right information. Kinnick & Parton (2005) observe that the manager should undertake the obligation of role clarification to each employee to reduce the issue of role conflict. Accordingly, by reducing the levels of conflicts, communication will help employees to understand each other’s in a more effective way, thereby creating and improving the industrial relations and reduce work-related stress.
[bookmark: _Toc49674566][bookmark: _Toc49797673][bookmark: _Toc49674565][bookmark: _Toc49797672]1.2: Barriers to effective Communication

In the communication process, the message is one of the essential elements that can either hinde or promote the quality of information that is shared. Jureddi & Brahmaiah (2016) note that, barriers to communication arise when the message from the sender is distracted by different factors and is not interpreted by the receiver as it was intended by the sender. 
First is the semantic barrier that often arises from the problems of encoding and decoding of the message. Typically, the receiver encounters the challenges of decoding the message due to the inadequate of wrong use of words and symbols by the sender (Husain, 2013). For example, when the manager communicates to the staff via email and requests for reports which the staff is not conversant with. Without proper description, the staff may end up sending the wrong reports if proper communication was not done. Another barrier is the language, for example, a manager could face communication problems when giving instructions to employee that are only conversant with his language.


The second one is the organisational barriers that could affect the quality of the message that is communicated. Quite often, studies have found that public organisations have tall structures, coupled with rigid rules and bureaucracy in management, which often slows down the mode of communication (Blundel & Ippolito, 2008). For example, a message from the board of directors passes through the CEO, the chairman, the manager, the supervisor, and the team leader before it gets to the subordinate staff. Therefore, the rigid and cumbersome procedures used in communication hinder the communication process as the message gets distorted before it gets to the recipient.
















2. Models of Communication
[bookmark: _Toc49674567][bookmark: _Toc49797674]2.1: Shannon and Weaver model of Communication

Formulated in 1948, this model of communication was designed to enhance the effective sharing of information between the sender and the receiver. In addition to the sender and the receiver, the model includes other key elements such as the encoder (person who transmits the message) and the decoder (the devices used in translating the message). There is also the element of noise, a factor that is likely to affect the quality of communication. Most important, is the element of feedback that is given by the receiver depending on the quality and reception of the message (Shannon, C. and Weaver, 2018).

Figure 1: Shannon and Weaver model of communication (Shannon, C. and Weaver, 2018)








A good example of the application of the Shannon and Weaver model can be applied to watching the news broadcast. In this case, the sender is the television anchor reading the news and expressing different body languages. The encoder might be the microphone and the computer that is converting the news into waves before it can be transmitted to the airwaves, while the channel is the television station itself. However, this mode of communication can be affected by noise in situations where there is a lack of a clear signal causing the pictures to break as well as lack of clarity in the sound that will make it difficult for the viewer to get the correct message being conveyed (Al-Fedaghi, 2012).
The advantage of this model is that it enhances a two-way communication process and can be applied for purposes of general communication and effective communication can be enhanced by removing the noise. However, it is limited by the inability to address the issue of noise as it affects the quality of feedback.
[bookmark: _Toc49674568][bookmark: _Toc49797675]2.2: Osgood Schramm model of Communication

Commonly referred to as the circular model, the Schramm model is based on four key principles. First, it assumes that communication is circular and involves the sharing of messages between the sender and the receiver and that it is a continuous process. Second, is that, communication involves interpretation which can either be distorted by noise or other barriers including values and culture. However, owing to the circular pattern of communication, the model argues that the semantic noise can be reduced, thereby an effective communication process (Mcquail, 2008). 
Third, is that, effective communication is determined by the right encoding and decoding channels to enhance correct interpretation. In this case, there is a need to use the right words, pictures and images when sending a message. Likewise, the right reading and listening skills will improve the decoding of messages to avoid misinterpretation. Fourth, is the principle of equal and reciprocal communication where the model assumes that both the sender and receiver can switch roles to enhance the continuous communication until the right message is delivered (Blundel & Ippolito, 2008).

Figure 2: Osgood Schramm model of communication (Mcquail, 2009)

In the workplace, managers can effectively apply the Schramm model is assessing the feedback from the staff because the cyclical model improves the communication process. However, the limitation with this model is the failure to recognise that communications can be unequal and may not work in organisations with power balance issues. For example, in corporations where the CEO has the final say, this model may not work best as it does not address the power functions of the top-down approaches to management.







[bookmark: _Toc49674569][bookmark: _Toc49797676]2.3: Berlo’s SMCR model of Communication

The Berlo’s model is perceived as the simplest process of communication that involves the sender, message, channel and receiver. However, at each stage, the model acknowledges that the quality of the message can be affected by various factors. At the source or the person sending the message, various factors such as the communication skills, attitudes, knowledge, social system and culture can affect the message (Turaga, 2016). For example, if the manager lacks the right skills of writing memos or the communication skills of motivating the staff, it may be difficult to pass on the right message, thereby leading to poor communication.
Similarly, the model assumes that the quality of the message can be affected by the content, elements, treatment, structure and coding. For example, when communicating with the subordinates about changes in the work process, the feedback will depend on how the manager has structured the information and the contents including the impact on the daily operations and welfare of the staff. 

Figure 2: Berlo’s SMCR model of communication (Mcquail, 2009).



The model also assumes that communication should be packaged using the right channel to appeal to the five senses of the human being including hearing, seeing, touching, smelling and tasting. This means that, the channel should clearly convey the non-verbal messages to enhance the receiver’s ability to correctly interpret the message as it was intended by the sender. Besides, the model assumes both the sender and receiver are affected by the same factors in the communication process and therefore, the quality of the message can be improved by focusing on these factors. However, the Berlo’s model has been criticized for being linear and lacks a two-way mode of communication. In the workplace, the model may not be effective since it lacks a feedback mechanism and does not consider the noise factor that impedes communication (Narula, 2011).
[bookmark: _Toc49674570][bookmark: _Toc49797677]3: Communication skills

[bookmark: _Toc49674571][bookmark: _Toc49797678]3.1: Verbal communications

Verbal communications take the form of written or oral forms through face-to-face communications. The use of technology through the internet applications such Zoom have enhanced the use of oral communications. In the workplace, written communication takes the form of emails, writing of memos and reports in sharing information. Some key characteristics of verbal communications include structure, discretion, and timeliness as it has start and end points (Keyton et al. 2013). In the workplace, verbal communication is used to inform, share important information and decision making. However, the messages in verbal communication are prone to distortion owing to the long procedures of sharing information.


[bookmark: _Toc49674572][bookmark: _Toc49797679]3.2: Non-Verbal communications

This is ‘wordless’ form of communication that involves the use of signs, gestures, body language and facial gestures in sharing information. Unlike verbal communication that is direct and discrete, non-verbal communication can be influenced by culture and individual differences because there are no clear-cut interpretations (Mandal, 2014). In the workplace, the clues that express non-verbal communication include the tone, emotional state, mood and signals that in most cases add value to the spoken communication.
[bookmark: _Toc49674573][bookmark: _Toc49797680]3.3: Active listening

Listening is an essential communication skill in the workplace that involves paying attention to both the verbal and non-verbal aspects of communication. To improve listening skills of the participants, moderators often lay ground rules such as switching off phones, reducing movements and regular breaks. Individuals can also develop their listening skills by paying attention to the message being encoded as well as taking brief notes as it will improve their concentration levels (Husain, 2013).
[bookmark: _Toc49674574][bookmark: _Toc49797681]3.3: Empathetic listening

Demonstrating empathy is an essential skill, especially in non-verbal communication as it involves showing concern for others. In the workplace, colleagues encounter different personal and work-related challenges and showing empathy towards them improves the social relations and creates a strong bond of friendships (Dwyer & Hopwood, 2019). While empathy may not provide solutions, it is a good communication skill among employees as it shows they are concerned about each other’s welfare.
[bookmark: _Toc49674575][bookmark: _Toc49797682]4: Conclusion

In the workplace, communication is an essential function that requires the coordinating of all the elements ranging from the sender to the receiver of the messages. If the message is not well encoded and shared through the right channel, the receiver will have a wrong interpretation, thus leading to poor communication. However, effective communication can be enhanced by the correct interpretation of the non-verbal communication as well as developing active and empathetic skills. Organisations should also adopt the Shannon and Weaver model of communication in dealing with the barriers of communication as it provides a holistic approach in addressing the problem of noise and promoting effective feedbacks.
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