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Introduction

Communication is the process of encoded messages being processed and sent from a sender to a receiver who decodes the messages (Munodawafa, 2008). In the world of work, to create good, trusting relations with employees, productive and effectual communication is necessary (Caroline Bergman, et al., 2016). This insinuates that poor communication will lead to an unproductive workplace, and mistakes are much more likely to happen. Also, it means that people will not trust other employees as much because it will be hard to believe what they are communicating is true or correct. This report will explore how to communicate effectively in order to create an efficient workplace which functions in a smoother way. This will be by going through three different models of communication (Shannon and Weaver, Schramm, and Berlo) as well as exploring communication skills through different types of communicating and listening (verbal and non- verbal communication, and empathetic and active listening.) By applying the theory to real life, this report will allow for recognition of how to improve daily communication, in order to have a better and more effective workplace as well as relations with those we communicate with in daily life.

Models of Communication

Shannon and Weaver 1948/49

Shannon, an engineer and researcher at Bell Laboratories, utilised the theory of mathematics and applied it to communication in order to develop a way to process communication to maximise the efficiency of telephone line capacity and minimise any additional interference or distortion. After time, Weaver advanced this theory and applied it to various forms of communication. There are seven main elements: the information source, which is the message sent through a transmitter, which encodes the message. Next, the signal is sent through a channel (such as the telephone wires) and received by the receiver who then decodes the message at the intended destination. This theory does also account for noise, which is potential interference while the message is being sent. (Inproceedings, 2010).  This is a linear theory on communication, as the speech only goes one way. While it is simple to understand and apply, it does not account for any confirmation from the receiver that they received or understood the message. Therefore, the meaning of the message could get lost. For example, in the case study ‘Maria and Pedro’, during a phone call, Pedro misheard Maria asking him to buy some chicken, and believes he heard Maria asking to see him in the kitchen. If we apply the Shannon and Weaver theory, it could be assumed that there was potential physical noise, as Pedro interpreted the message in the wrong way. We can see that this theory is useful to examine where mistakes occur during communication. However, it does not account for the potential solutions for this case study, as the physical noise could be due to poor signal during the phone call, or additional noise on either end. The typical solution would be to move to a quieter place or somewhere with stronger signal, but if this were not possible the solution would be for either Maria to confirm with Pedro that he had heard the message correctly, known as feedback. The lack of recognition of feedback in this theory makes it difficult to truly analyse communication, as it does not recognise if the real message has been delivered. This can be seen in day-to-day life: by applying the Shannon Weaver model, we could examine how workplace communications function. An example in my life would be when my past manager asked me to clean some of the shelves at the workplace. As it was very noisy, I misheard and cleaned all the shelves. Although it was a harmless mistake, it could have been avoided if there had been confirmation about which shelves needed cleaning. 

Schramm 1954

Schramm’s model is like the Shannon and Weaver model in some ways (Kapur, 2020). We can derive similarities from there being a sender who encodes the message and transmits it through a medium/ channel to a receiver who decodes it at its destination, also accounting noise and distortion as interfering factors. However, Schramm’s model also considers feedback, where the receiver sends back a message to confirm they have received the correct message (Blythe, 2009). This is a circular model, as the sender’s message is sent to a receiver who sends a message back to the sender, unlike the Shannon Weaver model where communication ends after the sender has sent the message to the receive. Schramm’s model is useful because it displays how miscommunication can be avoided- in the case study of ‘Maria and Pedro’, feedback could have greatly helped the situation and any mishearing. One criticism of this model is that it does not tackle the issue of noise or interference, it merely recognises it. It could be argued that feedback helps define the intended message if it had been distorted, it does not help prevent the distortion to begin with. To improve the theory, we could ensure that communicators are looking at the lips of the sender and receiver in order to lip read, or if it is through telephone to perhaps send an additional email in writing to be able to view the message clearly. Schramm also theorises that senders and receivers who both have the same environment and cultural background are more likely to understand and communicate the message better because they have the same social understanding (Kapur, 2020). For example, in the case study of ‘Professor and the Villagers’, where an English professor runs to the village of lesser educated citizens, he exclaims that the “edifice is being consumed by a great conflagration” multiple times, yet the villagers are unreactive. The next day, after the professor’s house has burnt down, the villagers tell him that he should have said his house was burning down, as they would have helped him. This is a clear example of communication failure due to different environments; if the professor had used “simpler English” the villagers would have helped prevent the mistake. In addition, the lack of feedback in the case study proves that the Shannon and Weaver model is insufficient, as using that theory there would be no issue with how the professor had acted. Another example which be analysed is when a friend and I went out to eat and ordered pizza. When they had delivered the pizza, there was no cutlery. The waiter said to us that the “utensils would be arriving soon.” I was unaware of what utensils meant, and simply smiled and nodded, while being confused on whether to begin eating the food. This situation could have been made easier if my feedback were more productive, which Schramm does not take account for. Sometimes, in fear of being impolite, our feedback can be wasteful if it does not communicate how we truly feel about the message received. 

Berlo 1960

Berlo’s model of communication is like Shannon and Weaver’s begins at the source, who encodes a message and transmits it through a channel where it is decoded by the receiver. However, Berlo’s theory is detailed, accounts for the background for each factor of communication, and how they distort the message. This differentiates it from Schramm’s, who only recognises that there may be noise but does not explain how it truly occurs. For example, the source could be affected by attitude- in an assertive manner or reserved; the message could be distorted by its structure or content; the message’s meaning depends on the channel it is sent through- our five senses of touch, sight, smell, hearing, and taste, and the receiver’s culture, attitudes, and listening skills (Novak, 2019). This could be applied to Maria and Pedro- as the message was sent through a phone, it could have been harder for Pedro to hear well, so the message was distorted.  Alternatively, it could have been that Maria was rushed and spoke quickly, so Pedro misheard in this way. It could also be due to Pedro’s attitude to the conversation: he may have been bored, and therefore the content of the message was unclear as he was not actively listening. Lastly, it may be that the structure of the message was the reason behind why the message was misconstrued, as Pedro had heard a completely different phrase. If the message was rephrased, Pedro may have heard it correctly, and not assumed a different sentence. Although Schramm’s model does help us recognise where communication can go wrong while it occurs in a way that is not like the other theories, it being a linear theory like Shannon and Weaver’s does not fully cement the idea that communication will always be effective, as the receiver is not given the chance to confirm what the message had meant to the sender. 


Communication Skills 

Verbal Communication

Verbal communication are messages we send with our words- spoken and written, as well as conversation fillers such as “like” or “um” (Maund, 2017). It has been observed that there are factors which can lead to the receiver being unable to understand the message from the sender (E.J.Robinson & Robinson, 1982). For example, in the past I have done work experience in a care home. At the beginning of each day, the team leader would lead briefs for the rest of the employees to listen to, but as she spoke very quickly and had an attitude get to work as soon as possible, it meant we did not hear everything she had said and potentially missed out on important information, particularly because we were not given time to provide feedback or ask questions. To improve this situation, we could look at improving the team leader’s verbal communication skills, by getting her to speak slower or ask for feedback and confirmation that her message had been understood, as well as potentially using simpler language so the message is more direct. 

Non- Verbal Communication 

Non- verbal communication is the opposite: it is the way we communicate but without using words, it includes gestures or facial expressions. This can distort messages, as it accounts for 55% of interpersonal communication (Maund, 2017). This means that it is important for us to recognise how a person is acting while they are communicating in order to understand the full message. In recent times, this has become difficult as most of the learning has moved to online, where lecturers and teachers cannot recognise a confused facial expression as easy as in a classroom because cameras are off. This therefore limits effective communication. In order to correct this, we would have to have cameras on, and the teacher would have to out more time into recognising when a student was not following. 

Active listening 

Active listening is the most effective way of listening, as our attitude towards communication is the most alert and shows complete attention to the sender. This is done to also show the sender that the message has been understood, with either verbal or non-verbal cues, such as a nod, eye contact, and avoiding interruption (Jahromi, et al., 2016). In the case of Maria and Pedro, if Pedro were actively listening, the message may not have been misunderstood, as it could be that he was not paying full attention. Also, this could be applied to online learning, where it is easier to become distracted. By actively listening, we ourselves benefit as we understand the content much better. 

Empathetic Listening 

Empathetic listening involves showing our understanding of the message shown to the sender and is often used in emotional communication. By having affectionate listening, we help the sender feel trusted and comforted, as we help their social needs. This can be done verbally, by telling the sender you understand their situation or message, or through non- verbal cues, such as a hand on their shoulder or a hug if appropriate (Floyd, 2014). In the ‘Professor and the Villagers’ case study, the professor would have felt uncared for as he received no empathy, and therefore the lack of affectionate listening would have likely put him in more distress. In the workplace, we should look to ensure that we show our colleagues and managers we understand what they are saying on top of actively listening so that they feel fully respected and comfortable, this will create a wholly efficient workplace.  

Conclusion

To conclude, it is important to note that all methods of communication explored in this report have sections which we can apply to everyday conversation. Shannon and Weaver’s model conveys communication in the simplest way and opens the door to how noise and distortion can be fixed. This allows for Schramm to develop the theory, and theorise that feedback is the best way to determine the message from the sender. Lastly, Berlo takes this one step further, as he accounts for the possible noise which can occur, not only physically but internally; it is how we feel that can contribute to the final meaning of the message- particularly if we are not actively and/ or empathetically listening. To ensure our messages are being communicated effectively, we must make sure our verbal and non-verbal cues, gestures, and messages are exactly how we intend them to appear, and our attitudes do not misconstrue or interfere with communication. 
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