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1. Introduction

Communication is defined as, “the exchange of thoughts, information, or ideas that results in mutual understanding between two or more people.” (Dunham and Griffiths, 2017). It includes components such as sender, receiver and a message sent through a channel. Thus, communication is an essential part of the world of work. According to Bosworth (n.d.), good communication in the workplace fosters better client relationships, reduces conflict, increases staff commitment, increases productivity and talent. On the contrary poor communication results in low productivity, conflict, poor client relationships, low morale and lower staff retention. I will discuss the 3 models of communication namely, Shannon and Weaver, Schramm and Berlo’s models. We will also discuss the elements of communication: listening, verbal and non-verbal communication. I will explain each of these topics using diagrams, case studies and some real-life examples.



2. Models of Communication

2.1. Shannon and Weaver 1948

Shannon and Weaver’s model of communication model is also known as the ‘linear’ model because the model emphasizes on the transmission of the message. This model was designed in 1948 by Claude Elwood Shannon and Warren Weaver (see figure 1 below). There is a sender and a receiver, the model illustrates that the sender sends a message to the receiver through a channel. The message is encoded into code based on the channel being used and is then decoded by the receiver. The ‘noise’ in the model refers to the physical disruption that can distort the message’s delivery to the receiver.

Shannon and Weaver’s model of communication assumes that communication is one directional and originally did not include feedback as one of its steps. This created a breakdown in communication in human communication.

This is seen in the case study of Maria and Pedro, when Pedro has a phone                                                                                                                                                                                                                                                                                                     call with his wife Maria while he is at work in a noisy environment. As a result of the ‘noise’, Pedro misheard and confused the word ‘chicken’ with ‘kitchen’. Maria is the sender, Pedro is the receiver, the channel is the telephone, and the noise is Pedro’s loud working environment. This model neglects feedback, if Pedro called back to ensure he received the correct message from his wife this misunderstanding would not have happened.

Some criticisms of this model are that feedback is not considered which is not usually the case in human conversation. Hence, why this model has been criticized to be more scientific in nature. Also, it works best in one-to-one communication and not in group communication.

(Shannon and Weaver, 1948)
Figure 1 Shannon and Weaver Model of Communication
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2.2. Schramm 1954

in 1954 Wilbur Schramm developed his model of communication, which introduces feedback in the form of a loop as seen in figure 2 below. Schramm’s model further developed Shannon and Weaver’s model which looked at communication in a one-directional way. Schramm’s developments introduced a circular model of communication.

The main components of Schramm’s model are sender, message, receiver and a channel. With an encoder and decoder stage, like Shannon and Weaver’s model. A significant area of emphasis in this model is the importance of the encoding and decoding stages, as they give meaning to the message. Communication is considered incomplete until the receiver has decoded the message and provided feedback confirming that they understand it. Schramm’s model adds a feedback loop from sender to receiver and vice versa. Thus, making this model of communication a circular model, which is more reflective of one-to-one communication between people. Schramm’s model emphasizes the effectiveness of communication being reliant on the response or feedback from each participant. 

This can be applied to the Maria and Pedro case study mentioned above. The miscommunication between Pedro and his wife Maria could have been avoided. In the Schramm model Pedro would have called his wife back in a quieter environment and she would have repeated what she said. 


This shows that Schramm’s introduction of feedback into his model, recognizes that communication is complex and that sometimes people misinterpret messages. With feedback, communication barriers are better avoided. His model also recognizes communication as being a two-way model with no participant being passive in the process. 

However, there are some criticisms of the model namely, he does not acknowledge the situations where there is mass communication. An example is when a boss is addressing his subordinates. Also, it assumes that the communicators have an equal opportunity to contribute however we know power dynamics as well as time constraints can bring about disparities in the sender or receivers’ contribution.








Figure 2 Schramm Model of Communication
NOISE
FEEDBACK
FEEDBACK











(Schramm, 1954)


2.3. Berlo 1960

David Berlo’s Source – Message- Channel- Receiver (SMCR) model of communication was developed in 1960. He built upon the Shannon and Weaver’s model. His model is linear, and it introduced internal interference . According to Berlo’s SMCR Model the source and receiver are affected by communication skills, attitudes, knowledge, social systems and culture. The channel is interfered by the 5 basic senses: taste, touch, smell, hearing and sight. Lastly, the message is affected by the following 5 factors: elements, content, treatment, structure and code.

In the case study of the Professor and the villagers Berlo’s model is better understood. A Professor’s house is on fire, and he runs out to the local village to ask for help and to alert the neighbors. However, he decided to use complex words to communicate with the villagers and to his dismay no one responds to his cries. He is later approached by the villagers when they realise his home burned down, and they ask him why he did not tell them his house was on fire. This source is the professor, and the receivers are  the villagers.  The professor chose to use complex instead of simple words and he failed to communicate his message. The ‘internal interference’ is a difference in knowledge, communication skills and in the message the elements of the message namely the word choice affects the transmission of the message.

A criticism of the Berlo model is that the model in linear and considers the listener to be a passive participant in the communication.

Figure 3 Berlo’s SMCR Model of Communication.
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(Berlo, 1960)

3. Elements of Communication

3.1. Verbal Communication

Verbal communication is defined as, “any communication that uses words to share information with others.” (Skills you need, n.d.). This includes both spoken and written communication. Verbal communication is effective when the understanding is mutual. According to Quintanilla and Wahl (2017), for a speaker to be an effective verbal communicator, they need to be aware that the intended meaning may differ from the meaning a listener receives, due to many factors. For communication to work we all had to decide on symbols, which are words to represent something. 

Communication rules exist to create a bridge between the speaker and listener. There are two types of rules regulative which determine the appropriateness of the communication based on context, whereas constitutive rules dictate what we consider as inappropriate (interrupting) or acceptable (eye contact). 

This can be seen in the Confident Connie case study, where Connie is an experienced accountant in her department. She has a communication breakdown because she felt like she contributed to meetings, explained to her manager how things are done, shared her success stories with coworkers and did her job exceptionally well. However, in her performance review, her ‘confidence’ is perceived by her coworkers as a distraction in meetings because she tends to go off topic and her tone of voice and comments come across as aggressive. 

The issue is that Connie was more self-aware than she was mindful of  the effect she had on others. She should have used the KEYS approach which according to Quintanilla and Kahl (2017) stands for: know yourself, evaluate the professional context, your communication interaction and step back and reflect. She could have improved this by using the KEYS approach she would have reflected on her coworker’s response especially nonverbal cues, the professional boundaries between her and her manager, and considered the appropriateness of her delivery in conversation.


3.2. Non-Verbal Communication

Nonverbal communication is defined as, “the way we communicate without words”. ( Quintanilla and Wahl, 2017). Non-verbal communication is also known as body language, this includes, facial expressions, eye contact, posture, gestures, tone of voice, appearance and personal space. 

Argyle (1988) argued that there are five main functions of non-verbal communication, these are: emotional expression, communication of interpersonal attitudes, support speech, self-presentation and rituals. In the workplace leaders rely heavily on non-verbal cues, to get most of the meaning in their staff’s communication. 


An example is in the case study ‘A Day with the Chief.’ Mark was flown to London to meet the Chief Executive Officer (CEO) ,for being the top salesman. He was welcomed by the CEO; however, he oversteped professional boundaries. He was sitting with is leg crossed over, loosened his tie and spoke badly of his managers to the CEO. Then, the CEO asked him to leave. Mark could have applied the KEYS for excellence in communication. He should have thought of his posture and his physical appearance. His non-verbal cues and defamation of his supervisor were unprofessional and inappropriate. He could have avoided it if he maintained professionalism in his appearance and conduct, as well as in  his conversation.


3.3. Listening

Listening is often misconstrued to be synonymous with hearing. Hearing is the physiological ability to sense sound. According to Quintanilla and Wahl (2017) listening is considering the verbal and non-verbal communication being shared in a message, to find meaning in the message. It requires total engagement unlike hearing. There are different types of listening which are, informational, critical and empathetic. Within the different types of listening, there are two different ways of listening, active listening and passive listening.  I will focus on active listening and empathetic listening.

An active listener, “focuses on asking questions and will often listen… and then paraphrase.” (Quintanilla and Wahl, 2017). This is often true, Quintanilla and Wahl (2017) argue that active listeners must also be able to use reflective listening. Reflective listening ties together, asking questions, paraphrasing and reflecting. According to Dunham and Griffith (2017), the acronym SOLER describes the posture needed to be presented by an active listener. The acronym stands for Square, open, lean, eye contact and relax. These 5 cues show a speaker that you are attentive to what they are sharing. Empathetic listening is listening to understand the speaker’s point of view. 

In the Miguel and the Multitasking Mishap, case study. Miguel an event planner received a call from his client Tamara, about rescheduling her event due to a family health emergency. He took the call while he was preoccupied with a client and showing them samples. He reassured Tamara that he will take care of it. However, on the day of the event Tamara and her guests showed up to find another event, and they were furious. Miguel was distraught because he forgot to reschedule the event. Miguel fell victim to two limitations of good listening. First, he failed to limit distractions and was too busy focused on another client and was absent minded. Secondly, he failed to listen actively to gain information. According to Quintanilla and Wahl (2017) , Miguel should have applied the HURIER Model, which stands for, hearing, understanding, remembering, interpreting, evaluating and responding. The hearing stage emphasizes on not multitasking when listening and Miguel failed on remembering. He could have avoided this if he excused himself and quickly took the call and noted the change in a planner.  

4. Conclusion

In conclusion the 3 models of communication differ slightly. Some similarities in the Berlo and Shannon and Weaver model is they are one directional models. Berlo focuses on the internal interference and Shannon and Weaver on the external noise. Schramm is a circular model that introduces feedback, which is more reflective of conversation between people. There are criticisms of all 3 models but overall, all serve for different environments and can be considered most effective dependent on the power dynamics and nature of conversation. In verbal and non-verbal communication, the KEYS approach must be followed to ensure that communication considers the listener, the speaker himself and the context, to ensure the most effective communication. In Listening, both active and empathetic listening KEYS is applicable as well as the SOLER approach to align body language with your engagement with the speaker. Overall, communication is effective in the workplace when listeners are not passive and give feedback verbally and non-verbally; and speakers are not only self-aware but aware of their environment, differences and context.
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