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Introduction: 
The propose of this report is to analyse the studies I have developed about communication in 

the workplace. I will demonstrate important principles about communication and the reasons 

why it is vital in management and how this can affect a workplace environment.  

 

According to Anderson P (2015), the definition of communication is how a message is 

exchanged mutually to transmit a message in between two people or more people, with the 

intent to get it across efficiently. 

 

In other words, Communication involves senders and receivers, the ones who encode and 

decode transmitted messages with the use of different sources and that may be distorted by 

noise.  

 

Communication Methods and Effectiveness in Business Environment: 

In an organisation, adequate communication in between managers and employees can benefit 

a whole team before, during and after tasks are finalised, in another hand, managers must 

understand his/her team verbal or non-verbal communications in order to decode what their 

spoken words, written words or signs emits. 

Low communication can cause team conflicts, loss of belief and loss of motivation in the work 

environment and in order to avoid those issues, communication must be transparent in the run 

of just management or leading a team. 

 

According to Trought (2017), in a work environment, how an employee, a manager or team 

leader position themselves, will demonstrate how well are their professional attributes and 

features are, and; as a result, it will promote or demote the professional image 



Non-Verbal Communication: 
Non-verbal communication is a method or comportment of communicating without verbal 

speech (Morgan, 2017). 

 
Body language is a non-verbal method of communication; it is all you do when there is no 

verbal speech, this includes posture, gesticulating and facial expression, all contribute signal 

emission and communication (Anderson, 2015).  

In a professional environment, the body language can impact positively or negatively, since 

the signs can display confidence and positive attitude or the opposite.  

It is essential to pay attention to great posture, eye contact and facial expressions in order to 

emit positive signals, and in another hand, it is critical to pay attention twice as much with the 

emission of  negative signs, as, making the use of too many movements, sweating, or with the 

eyes looking away, this could cause the wrong impression of nervousness, or of not paying 

attention at all, also it’s a way to find out if a person is telling the truth with little eye contact.  

Proper posture and lively listening also display an energetic and active image of understanding 

the message from the sender in a conversation (Tribodeaux 2018). 

 
Verbal Communication:  

Verbal communication is the act of using words to transmit a message. It can be personally or 

over a phone call, team working meetings, live stream chats or anything that involves someone 

saying something orally, formally or informally (Thebusinesscommunication.com, 2018). 

 

Once I encountered an issue at work, that we still laugh about it. 

I used to work in a call centre dealing with diabetic patients, resolving their issues about 

diabetic meters. The call centre is very noise, there are loads of people chatting at the same 

time, and you really must pay attention when dealing with a customer over the phone.  

 For the Portuguese department, there were only two employees, which it was my colleague 

and me. My colleague spoke the Portuguese language from Portugal, and I speak Portuguese 

from Brazil, we understand each other, but there is an accent barrier that requires extra care to 

understand each other. 

 Every day we had to deal with incalls back to back and also make sure in returning calls to 

patients from the call back list.  

My colleague worked in the morning shift and myself in the afternoon shift.  



When I arrived at work, she was already leaving the office, at this point had already logged to 

my computer and immediately received the first call.  

 I was dealing with a patient over the phone, and at the same time, my colleague passed by, on 

the way out of the office and fastly said: 

-Malu no need to work on the callback list. 

 I looked to her with my understanding and gestured back a thumbs up. Later on that day, I 

started calling the patients list, one by one.  

Every call I made, the patients would inform that their issue had already been solved. 

Moral of the story, my colleague, had said one thing, and I understood another. She had said, 

that there no need to work on the callback list, but unfortunately I misunderstood the message 

and understood the opposite.  

I could have asked her to repeat, but I was with the patient on the line, and she was in a rush to 

leave, plus I gave thumbs up, which made her understand, that I had understood. 

Moral of the story, I misunderstood what my work colleague had said because the noise in call 

centre distorted the original message. 

 

Looking back into my own experience, I can see that the importance of clear, effective 

communication and understanding of a message is extremely vital, in a business environment,  

it would have avoided miscommunication, saving time, to work in different tasks. Maybe an 

email or a handwritten note could have helped the message to be delivered more clearly; maybe 

I could have asked minute of excuse during the call in order to ask my colleague to repeat what 

she said, in order to understand correctly, to prevent the confusion from the beginning. 

Also, the language barrier took place in this situation because of the accent and culture barrier 

and caused noise in the communication. 

 

My personal situation at work reminded of an in-class exercise called Pedro and Maria. 

Maria calls Pedro at work and asks him to bring a chicken on his way home, although due to 

the building site noise, he understood to come to the Kitchen when back home. The noise 

caused confusion and misunderstanding. 

During Pedro and Maria’s lesson, I came to learn and understand the real meaning of the 

Shannon and Weaver Model. The Shannon and Weaver Model explains that if noise is 

removed, the original message should be sent and understood in the original format.  

 



Claude Shannon and Warren Weaver created  this famous model of communication in 1949, it 

is a communication pattern responsible to transmit five different components, including  the 

information source, the one responsible in conceiving the message, the transmitter, responsible 

for conveying into a signal, the receiver who decodes the message as a final point of reach. 

(Oxfordreference.com, 2019) 

  

Also, during this in-class lesson, I came to understand about the Schramm’s model, of 

communication. The Schramm’s model of communication explains that communication is a 

two-way street based on the understanding from the receiver, in this case, the decoder. The 

communication will not be successful if the receiver misunderstands the message, or not 

provide an answer with the clarification of understanding it clearly, saying so, based on 

Schramm’s method, the situation during my personal experience at work, was also affected, 

due to  language and culture barrier, and that also qualifies as a noise. 

 

According to Rubtcova and Pavenkov (2018), during the second world war, the Army units, 

used to make use of linear communication structure, although they came to find out that linear 

model of communication did not provide feedback to the principal point of communication. 

Years later, in the year of 1954, the scientist C. Osgood and W. Schramm, developed the two- 

way circular model of communication in which the object of response was analysed to provide 

a feedback form. 

 Schramm’s method reveals that decoding is the base of this method; if the receiver is unable 

to understand, a message could easily be distorted.  

Culturally, for example, a misinterpretation of a word can twist the entire meaning of an 

original message, and this is a fact, I have experienced it myself at work. 

 

Berlo’s Model of Communication: 
Berlo’s model of communication defines itself in the involvement of communication 

components that goes from one source to another; the SMCR acronym is translated into, 

Source, Message, Channel and Receiver, this method can be influenced by behaviour, levels 

of educational knowledge and different societies.  

In this method, Berlo introduced the physical element, and this can cause consequences in how 

the receiver understands it (Kurtzo et al., 2019).  

 



To better understand Berlo’s model of communication, my lecturer Lloyd Beharry, provided 

with an in-class exercise called The Professor and The Village. This exercise showed me 

clearly how to analyse a situation and understand this model in the real world. The English 

professor had a very knowledgeable vocabulary and very little in common with the people from 

the village. Unfortunately, they were uneducated and did manual jobs. A certain night a disaster 

happened, and his house caught fire, he runs to the village to ask for help, he screamed telling 

that the edifice was being consumed by a great conflagration. Sadly the village people did not 

understand those words; it was too difficult for them, as an impact, the professor ended up with 

the house completely burned. If the professor had used easy language to ask help in a way they 

could understand, he probably would have saved his house. The cultural and knowledge level 

caused a barrier in between them all, in this case, scenario. 

 

In the work environment it's vital for managers to have a clear communication, making sure 

the language used is easy to understand and ask back if the co-workers understood the message 

correctly, this will avoid a team getting lost in translation, due to backgrounds, language 

accents; as a result, a manager will be more productive, and the workload will be delivered  

smoothly.  

 

Written Communication: 

Written communication in the workplace can show how effective a message is delivered. It is 

essential to choose an appropriate professional model.  

During the in-class exercise, I was firstly provided with an explanatory sheet containing 

information about email etiquette on how to compose a Business email, there were valuable, 

points about what to do or not. When writing an email, it is vital to show formality, to choose 

the subject appropriately matching context.  

 Dear Sir, Madam, email body size, carbon copy, hyperlink check, and the use of kind regards, 

at the end of the email, all shows professional formality. 

I was then asked to compose an email reply with the explanations about communication, 

explaining the definition, different types and examples.  

The email reply exercise helped me to think and analyse about all of the communication 

methods, and I also have applied the steps learned to compose the email.  

According to Trought, 2017 effective written communication should avoid any confusion,  the 

words must be chosen conscientiously and to avoid interference, it is recommended to make 



the use of the 7C rule before sending any message forward, a message should be, clear, concise, 

concrete, coherent, complete, courteous. 
 

In Conclusion: 
In conclusion, this report analysed several studies I developed regarding communication in the 

workplace; each of them taught a productive lesson.  

The books, lessons, in-class materials and all the research, gave me a deeper understanding of 

the full meaning about Shannon and Weaver, Schramm and Berlo's model of communication, 

this included my personal experience in the workplace. 

 I came to understand that communication goes above and beyond written and verbal skills. 

It is vital to have active listening, adequate body language and genuine understanding on how 

to deal with different types of audiences in order to become a good leader and succeed in a 

business environment, avoiding miscommunication and frustration.  

Learning about communication models and methods was a mind-opening about what real and 

great leaders applies in business in order to run a team that works well together in between 

managers and employees. 

This report made analysed about the importance to follow with an excellent communication 

code, in which I shall use in a business environment and academic development.  
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