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Introduction    

Communication between humans is the method in which humans will decipher and react to information transferred through spoken word and other forms derived from speech, such as written word or gestures (non-verbal communication) (Littlejohn & Foss, 2009, p. 194). In the world of work, when communication is frequent and accurate, it is a sign that the workplace performs effectively (Kashyap, 2019). This would incite the idea that communication is a necessity in the workplace, and so it is imperative that employees are aware of how communication can fail and how it can be effective in order to improve their productivity. Furthermore, communication in everyday life is a key part of society, and it is how we interact with our family, peers, and strangers. Therefore, by understanding the key theories of communication- namely the Shannon and Weaver model (1948), Schramm’s theory (1954) and Berlo’s theory (1960), communication becomes more accurate, leading to a better functioning society, as opposed to an individual with poor communication, which could lead to great misunderstandings, mistakes, and possibly harmful decisions. In addition, this report will cover the various types of communication humans have, namely verbal communication, non-verbal communication, active listening, and empathetic listening- all of which are crucial to have a genuine ability to effectively communicate.

Models of Communication

1.1 Shannon and Weaver (1948)

To begin with, Shannon and Weaver, two engineers who worked for Bell Telephone Labs in the US, published the mathematical theory of communication in 1948, which was created to secure telephone cables and radio waves to be as efficient as possible. The original model is a linear sequence, and contains five parts: firstly, the information source, which creates the message intended to be communicated. Next, the transmitter transforms this message into code, in order to transmit it through the communication channel, all the way to a receiver, which decodes the message. Lastly, the message arrives at the destination the information source had intended (Chandler, 1994). The sixth part, noise, is a debilitated function, as it represents any interference with the message as it travels and can distort the message. We can apply the theory to everyday life- for example, in the Maria and Pedro scenario, in which, communicating via telephone, Maria asks for Pedro to purchase a chicken, yet Pedro misunderstands and decodes the message as “I will see you in the kitchen,” resulting in Maria’s request unfulfilled and the possible consequence of no food prepared for that day. This confusion could be explained for by Shannon and Weaver’s theory, as the miscommunication could be a result of noise occurring through the transmission of the message. This could have been prevented if the noise was noticed, addressed, and Maria had restated her request. In addition, if the noise had not been noticed or addressed, Pedro could have confirmed what Maria was asking for to ensure he had understood correctly. However, having Maria repeat each sentence to Pedro could become time consuming and even irritating for Maria, which could affect communication if the message were to be distorted through Maria’s raised voice. Therefore, the best idea would be for Maria to repeat crucial information, and Pedro ensures he is in a quieter place to avoid noise, as well as confirming he had heard correctly when important information is being communicated. 


Schramm (1954)

While the Shannon Weaver model assumes communication is linear, Schramm argued otherwise. He felt it was necessary to note the impact the message had, and communication occurred between an encoder (message sender) and a decoder (message receiver), and the crucial part to communication was how it was interpreted- after all, the final message, which is understood will be the one acted upon, so it is surely the most important. The recognition of the receiver’s interpretation subsequently leads to the recognition of “feedback,” which helps the sender understand that the intended message has been understood (Wrench, et al., 2020). In the situation of “The Professor and The Village People,” where an English professor tells “largely uneducated” villagers that “the edifice is being consumed by a great conflagration!” He repeats this multiple times, yet the villagers have no reaction. The next day, after the professor’s house had burnt down, he cried “why didn’t you help me?” To which the villagers simply told him that he should’ve said his house was on fire, as they would’ve helped him if they knew.  In this situation, it is clear that no feedback was given from the villagers, so the message was not effectively communicated. As Schramm would say, the intended message was not interpreted, and so the communication was futile. To correct this mistake, the professor should have rephrased his sentence, as the villagers did not give any feedback as they could not decode such a complex message. Schramm’s model, in this situation, can also teach us that when in situations where a quick reaction is needed, it is important that we use simple language which can be easily decoded by the receiver, in order for them to act as quickly as possible. 

Berlo (1960)    

The third theory to be covered is Berlo’s, whose theory of communication is similar to that of Schramm’s in that the outcome of the message is valued, but the theory is linear like Shannon and Weaver’s. Berlo’s theory is different to the others because it also takes other factors into account. For example, the first letter of the SMCR acronym stands for sender, who creates and sends the message. It is noted that the message can be affected by the sender’s communication skills, attitude, or knowledge. Secondly, the message itself, which can be transmitted through different forms of media- such as spoken word, text, or email, and is encoded. The message is affected by its own content, the way the message is packaged, and the structure of the message. Third, the C stands for the channel through which the message is transmitted through and needs to be picked up by at least one of our five senses: touch, taste, hearing, smelling, or seeing. The message is lastly received and decoded by the receiver. Berlo assumes that the receiver’s pattern of though is similar to the senders in order for communication to be efficient and smooth. Although this theory does lay out communication very plainly, real life communication is distorted by external noise, or there is no room for total feedback through a phone call, where body language cannot be evaluated (Janse, 2018). This can be seen in the modern workplace. For example, due to Covid-19, many work arrangements have had to be done online. A friend of mine explained to me that she had received an order for her bakery, in which the customer wanted the order done within 3 days. As the customer had an accent and was in a rush, my friend misheard 3 days for 3 weeks. This led to an unhappy customer, and a monetary loss for my friend. This could have been avoided if the message was effectively decoded, and feedback was given in order for my friend to completely understand the message. However, Berlo’s theory is not applicable here, as the customer had a different attitude and cultural way of speaking to my friend, which meant communication was not effective in the way Berlo theorises. 



Communication Skills

Introduction

Throughout this second section, the report will cover types of communication skills, and how they are used in the workplace. It is important to note that communication is not only being a good speaker and sending an effective message, but also having the ability to interpret and listen to messages as a receiver, as this is where the meaning of the message is generally the most valuable, as it is what is acted on when needed. 

Verbal communication

The first form of communication is verbal. This is seen in everyday life through speech, as well as fillers (such as” um” or “like”.) It is imperative that we as communicators are skilled in verbal speech, as our actions in communication are likely to determine the outcome of the message (Robinson & Robinson, 1982). Often, it is our gestures which come with our communication that are interpreted (Maud, 2017, p. 69). For example, in Justice Kavanaugh’s court hearing on the matter of alleged sexual abuse, despite his denial, his anger and frustration which shone through affected his reputation, and damaged the conservative imagine (Sevastopulo & Shubber , 2018). This was due to the way his verbal communication was interpreted, and it teaches the lesson to be aware of how our own language will be interpreted, regardless of how heated we may feel in the moment, as the type of frustration we feel may not be conveyed accurately to the receivers, subsequently harming our image or reputation. 

Non- verbal communication

Secondly, non-verbal communication is quite the opposite:  it is how we communicate without speaking. This can be done through facial expressions or gestures, such as a raised eyebrow, smile, or a thumbs up, and can add a new layer of meaning to the original message (Wharton, 2009). An example of non-verbal communication being an impactful factor during employment would be if a manager/ leader was holding an online meeting with the staff. It is much easier for the leader to miss a confused expression, and much more difficult for an employee to show they are distressed or find comfort with the other employees. This shows how important non-verbal communication is to our everyday lives as it gives us cues on how people are feeling without them needing to tell us,and having the skill to interpret as well as communicate this well ameliorates our chances of the correct message being decoded by a significant amount. 

Active listening 

Active listening is the “conscious processing of the auditory stimuli that have been perceived through hearing” (West & Turner, 2010). Consequently, when we listen, we listen actively rather than passively, as we are aware of the message we are decoding. In order to do this effectively, we must avoid the mistakes of daydreaming while listening; listening only to create a response; judging the message or sender; or listening with a particular goal or aim (Ohlin, 2020). These mistakes are often common, and it can be argued that we as humans are selfish and communicating is only for our own gain, which is the reason behind these “mistakes”. However, in modern day society, there is a growing need for us to be able to actively listen to one another in order to fully comprehend the message, so we can therefore act effectively. This can be seen in the workplace- if a manager asked an employee to complete a task for them, the message may be misconstrued if the employee is distracted by external atmospheres or their own thoughts. This consequently blocks the important message and leads to the wrong decisions. 

Empathetic listening

Lastly, empathetic listening differs to active listening in the way that the receiver shows the sender they understand and appreciate the message being sent and paves the way for appropriate responses. Empathetic listening brings the benefits of greater trust in a relationship, reduced tension, and produces a safe environment in which both the sender and receiver should be able to feel comfortable (Salem, 2003). It is important we recognise how to empathise correctly, as in a workplace where we may deal with sensitive clients (such as a doctor or lawyer) empathy is a crucial factor of whether clients will have the confidence to confide. By having this security, the employee can work effectively, and communicate with a reduced number of barriers, as the display of empathy allows the client to feel the employee completely understands how they feel. 

Conclusion    

To conclude, out of the three models of communication, the most relevant one today is the Schramm model, because it involves feedback and is the only circular system out of the three, which directly implies that the receiver sends back a message of feedback to the sender. This links to how important being an empathetic listener is in order to gain trust in a relationship, and so the feedback is the pinnacle to effective communication, as seen in all situations mentioned. If feedback was given to clarify the message. Complications would not have occurred. This also ties in with active listening, as the necessity for feedback condones the idea that active listening is displayed, and the receiver can show that they were paying full attention.                                
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