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[bookmark: _Toc456901515][bookmark: _Toc41084891]Introduction 
This is to be a report on management communication. Throughout this report it is my intention to examine workplace communication and assess its effectiveness by applying the theories, models and ideas that I have researched. 
I will be explaining the communications Cycle model of Shannon & Weaver, Schramm, Berlo, as well as looking at the theory of Albert Mehrabian. I intend to explain the Importance of communication, both verbal and non-verbal as well as levels of formality. I will also be assessing the range of verbal and written communication methods in my own experience and workplace.

[bookmark: _Toc41084892]Section 1
[bookmark: _Toc41084893]What is communication?
Communication as defined by the Oxford English dictionary online, is “the imparting or exchanging of information by speaking, writing or using some other medium”. The word itself is derived from the Latin word “Communicare” which means “to share”.  Now while this is an accurate definition, it doesn’t tell us very much. 
Mehrabian, A (1981) classified the elements of messages as being 
7% Words used
38% The way that the words are said (Pitch, Tone etc)
55% facial expression and body language. 
This is very revealing and is perhaps best demonstrated in the following example of the cookie and the dog. I use this example as I have owned dogs myself and can attest to the truth of this example. If you call your dog and in a pleasant tone and pitch and say, “here boy, cookie”, the dog will of course wag it’s tail and take the cookie. If on the other hand you call your dog and shout in an aggressive tone and pitch the same words, the dog will more than likely tuck its tail and back away from you in confusion and fear. It can see the cookie, but because of your verbal delivery, it misunderstands the message.  Humans have the same problem with certain types of communication, and we will explore this further in the next section where we will look at Shannon and Weavers model of communication as well as others.

[bookmark: _Toc41084894]Section 2
[bookmark: _Toc41084895]Understanding communication models and theories
Shannon, C. E., & Weaver, W. (1949) came out with a very good model demonstrating how messages are sent received and understood (appendix 1).  In their model they demonstrate that messages are encoded by the sender and decoded by the receiver. in the dog and cookie example, the dog decodes the message based on your pitch, tone, and volume. Not by understanding the words spoken. This demonstrates at least in part that Mehrabian was correct that the words used or spoken account for a very small percentage of the actual message itself. Humans also have a similar problem with communication. When we are talking to each other, the words spoken can mean very little, and the pitch, tone and facial expressions of the person speaking (the sender) will be decoded by the person listening (the receiver), who will then be able to tell if the spoken message is a joke, an insult, or a piece of valuable information based on all of the components of the message. One of the criticisms of the Shannon-Weaver model, is that it is linear and has no concept of feedback. The basic assumption of the model is that communication is one way. The Shannon Weaver model does take into consideration a factor called “noise”. Noise in this context is anything that can get in the way of successfully decoding a message. Noise could be anything from language to culture and any other barrier that could skew the interpretation of the message by the receiver.
Decoding messages becomes harder when the communication is non-verbal. When reading an email or a text message for instance, it is impossible to add tone of voice or facial expressions, thus the receiver loses 93% of the message. With text messaging or use of apps like Facebook Messenger or WhatsApp, this problem has been somewhat overcome by the use of tools like Emoji’s, or abbreviated phrases like “LOL” which we understand to mean “Laugh out Loud”. Within a more formal business context it is harder again as in professional emails you would not be adding emojis. 
Berlo,D (1960) developed his “Sender - Message - Channel - Receiver” model (Appendix 2) which though similar to Shannon et al , also suffers from the same criticism. The model is linear and indicates that communication is one directional. It also fails to take into consideration the factor of Noise that Shannon et al had identified in their model.  
W.E.Schramm (1954) developed his model (appendix 2b) in which he recognised that communication was a 2 way process and incorporated the concept of feedback into it, though he too failed to incorporate the problem of noise.

[bookmark: _Toc41084896]Section 3
[bookmark: _Toc41084897]The importance of verbal and non-verbal communication
As we have already discussed, during communication, the word content only accounts for 7% of a given message, with the bulk of the communication being delivered in non-verbally. By non-verbal, we are talking about everything from facial tick’s to body language. For example, if you write a letter to your pen pal, they lose 93% of the message as they cannot see you. It would be accurate to say that we tend to listen with our eyes in a sense. If you ask a question, and the person you ask responds by saying yes while vigorously shaking their head, which answer would you think they are trying to give you? It would be a very confusing moment. Do you believe your ears or your eyes? Another example could be sarcasm, if a question is asked and the response is a positive delivered in a negative tone and pitch and a facial expression that doesn’t match the words, you can infer from the tone and body language that the person is being sarcastic. The 93% of the message being at odds with the other 7%.
Written or typed communication can only deliver 7% of a message as the recipient only gets the words themselves. This is especially true in a formal setting such as a business where the majority of communications will be done through emails or some form of messaging service like WhatsApp. In a formal setting, even if you are using a messaging service, the use of tools like emojis will seem extremely unprofessional. Can you imagine getting a formal business message from a solicitor for example that was full of smiley faces with their tongues out followed by a thumbs up? You would certainly consider the solicitor to be highly unprofessional. As managers, it is extremely important that we recognise all these things and take them into consideration when we communicate.
In my experience, both in the military and as a manager, I have used many forms of communication. Sometimes in the military I couldn’t use the spoken word at all, as it could very easily give away our position while on operations. We solved this with an intricate set of hand signals that could communicate important information clearly and silently that could not be misinterpreted. For instance, if a platoon commander needed you to move to his location, he would place his hand on top of his head. This conveys the message “on me”, or “come here” to use civilian speech. As long as line of sight was maintained with each other then we could communicate. One of my jobs in the army was as platoon signaller or radio operator. As such I understood that my messages had to be delivered in certain unambiguous ways that left no room for misinterpretation. We used the acronym CLAP when sending messages as they had to be delivered in a manner that was Clear, Loud, As an Order, with Pauses. The person receiving the message may well be under fire, so whispering into your radio or mumbling could easily get someone killed if they waste time asking you to resend vital information.
In a civilian context as a manager I have had to give presentations and send emails and texts to my senior managers and to my staff to communicate the necessary information. On this course I have had to use a range of communication as well. Emails, texts, WhatsApp messages and a presentation that I had to give to my classmates and tutor. 
My Communication skills
I have received feed back on my communication skills recently after delivering my presentation for the first part of this module, and I am glad to say it seems my presentation skills have improved. Where before I used to rush through my presentations because public speaking filled me with a dread akin to finding myself naked at a bus stop , my presentation feedback indicated that while I did rush through some sections of my presentation, the rush was clearly due to trying to fit a lot of content into a very short time period. The feedback indicated that what I was saying in the presentation was clear and easy to understand, and that my use of technology was on point. The feedback also recognised that while I did rush some sections, if I had more time available to me, the presentation would probably not have been rushed at all. 
It is always possible to improve and I have created a SMART focused PDP to continue improving my presentation skills

	what are we aiming for?
	How will success be achieved?
	How long will this take/be measured?
	What does success look like?
	Available resources

	An improvement in presentation giving
	Repeated practice at home in front of a camera. Recorded.
	3-5 practice sessions a week over the next
4-6 weeks in front of a camera. Get feedback from tutor and classmates
	My next presentation to be even better than the one delivered in this module
	Class tutor
Class rep
Online library
Class peers





[bookmark: _Toc41084898]Conclusion
During this report we have looked at several of the main models of communication, as well as the theory of Mehrabian who identified the elements of messages. I have provided examples of the types of communication and the importance of verbal and non-verbal communication in a formal and work environment with examples from my own personal experience. I have ascertained through feedback that my presentation skills which were once lacking, have certainly improved, even if they are not yet perfect, and have created a SMART PDP to continue my improvement.
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Fig. 1. — Schematic diagram of a general communication system.
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