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1.Introduction                                                    



Communication occurs when two or more people send or receive information of any kind. Moreover, communication is the act of exchanging ideas, messages, or information by speech, gestures, signs, written words, or other behavioural patterns (Hancock, Naaman and Levy, 2020).  
In the world of work, communication is essential for sending and receiving information to ensure that all tasks are clear for employees and everyone is able to complete their work effectively. However, there could be barriers present, such as external factors, like noise and poor internet connection, language differences and also the inability of individuals to effectively communicate, such as the sender using difficult or specialist words that the receiver does not understand. As a result, the consequences of poor communication can result in a lack of understanding and failure to comply with regulations or completing tasks. 


2. Models of Communication 

There are different models of communication, which will imply its importance whilst presenting the evolution of communication theory and how different models added to the empirical evidence. The models used will be Shannon and Weaver’s model (1048/1949); Schramm’model(1954) and Berlo’model (1964). 



2.1 Shannon and Weaver(1948-1949)


One of the communication model was implemented by Shannon and Weaver .
The importance of the communication discovered by Shannon and Weaver is that due to the noise between the one who receives  the message can be distorted in such a way that the message reaches the other end with a different meaning (Rogers and Valente, 1993). Just like in the case of Pedro and Maria presented in the professor’class, where due to  noises from the construction site where Pedro was working ,when he spoke on the phone with his wife Maria ,she asked him to buy a chicken when he came home. Due to the fact that the place where Pedro chose to talk to Maria was a very noisy place, Pedro understood that they would meet at home in the kitchen.When he arrived home and Maria asked him “ where is the chicken”, Pedro answered that he understood that they  would meet in the kitchen .
As we have this example with Pedro and Maria,it can happen anytime and anywhere ,where there will be noises.  This example emphasises Shannon and Weaver’s theory, showing  that the message can be distorted and take on a different meaning when noise interferes between the individuals’ communication channel, as the picture below also highlights. 
However, given the time and situation, in this theory the noise presented strictly refers to physical noise, so within the model, the aspect of noise reduction is being highlighted, as by avoiding loud noises area, the channel of communication is more clear and effective, resulting in a message that is clearly received. For example, as a Taxi driver, is difficult to communicate via phone, as when receiving a message whilst working and stopping on the motorway laybay, the noise of the cars will interfere with the ability to clearly understand the message. 
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2.2 Schramm (1954)

The process of communication presented in this theory is circular, as the information circles back from the receiver to the sender.  This model requires the receiver to ensure the understanding of the message received from the sender, so the communication process is effective as otherwise the message is not useful (Shannon, 1948). Therefore, the use of feedback is essential, to ensure the receiver has received the correct message, so this means the interference of noise or other factors can be avoided through feedback, as illustrated in the figure below.
The difference between Schramm’s  model and  Shannon and Weaver’s model is that communication is incomplete if there is no feedback by the receiver, compared to the Shannon and Weaver that did not consider such a thing.
Returning to our example presented in class regarding the case of Pedro and Maria, where if he had apply Schramm’s  model ,namely that when receiving the message from Maria he would have checked the message is the same as the one sent, the misunderstanding on Pedro’s part would not have occurred, to understand “kitchen” instead of “chicken”. 
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2.3 Berlo(1964)

This model is similar to the others, as it is linear but it does not involve feedback. It has four components, known as the sender, message, channel and receiver. 
Each component can be affected by many factors which will influence how effective the information passes through from the sender to the receiver. For example, the sender could be using specialist words that are too difficult to understand by the receiver, making the information useless. The message could contain distinctive elements, such as signs, which may not be understood by the receiver, making this process highly ineffective. The channel could also be affected by the communication flow and could be interrupted by noise, resulting in the receiver not comprehending the correct message. The receiver should have a very good listening skill or the same level as the sender’s in order for them to receive the message correctly. 
For example, in the case study presented in the professor’s class, named the “Professor and the village  people”, where the professor tries to transmit the message that his house is on fire and he is using specialist words, such as “the edifice is being consumed by a great conflagration”, resulting in the fact that no individual was able to understand him so they ignored the message. The following day when the house was already burnt down, he has returned to the village explaining the situation using common words, so the people were confused asking “Why did you not say your house was on fire, we would have helped you.” This emphasises Berlo’s model, as the language used acted as a barrier in the communication process, as the receivers did not have the same level of skills of the professor’s. 
For example, in a workplace example, as a Taxi driver, when the car breaks down and you go to the mechanic, they would explain the issue and the solution in the technical terms used by them, meaning that the receiver has no understanding of those words, creating an issue with the effectiveness of the communication method used. 
















3. Communication skills

Communication is referred to as the most important management tool, so it is essential to use this process as effective as possible in order to achieve great results. There are two ways we can communicate in, known as verbal or  non -verbal (Sen, 2009). 


3.1 Verbal communication
Firstly, the verbal communication refers to the things we say to others, known as spoken or written words and its effectiveness is influenced by choice of words, tone and pitch. 

3.2 Non-verbal communication
Secondly, non-verbal communication refers to the actions of communicating that send a message, such as body language, facial expression and gestures. 

Both of these are highly important, as the sender and receiver does not separate one from another when communicating. However, verbal communication is seen as the most direct way of communicating, as non-verbal communication, such as gestures will be influenced by the society norms, meaning that across different societies and cultures, this could be an ineffective way of communicating, as not everyone would understand. On the other side, they are deeply rooted in our communicative behaviours, so we use them regardless of the situation (Hargie, 2019). 
Moreover, there are also barriers that could occur in verbal communication, such as language barriers. 



As in the case study known as ‘A Day with the Chief’, the verbal communication of the Chief was highly negative, making the top salesman create an opinion regarding her attitudes, which made him highly nervous and unsettled. This has had an impact on his behaviour, meaning his non-verbal communication gestures and body language were affected by the persona he imagined he would meet. Once the Chief started to prove his expectations wrong, he was able to relax and therefore that changed his attitude, as the gestures and body language relaxed as well as his verbal attitude, which started to take on a different turn. As a result, the Chief was unhappy with the new attitude, including the crossed legs and the blaming of other members regarding failures, which caused her to have a negative reaction, with a negative body language, such as the squinted eyes, reinforced by the verbal communication that meant their meeting was done. This shows that the salesman’s ability to maintain a professional level of communication was poor, so his verbal and non-verbal communication ways became unsuitable for the meeting, leading to a poor result and failed goal. 





3.3 Listening skills 


Listening is an important skill that is essential for professional communication, making its implementation  vital for companies (Morgan, 2017). 
There are two main categories of listening, known as active and empathetic listening. 
Firstly, active listening is the ability to pay attention to a message without doing other things that would decrease the ability of understanding, such as reading texts, completing their sentences, looking at your nails or doing your hair (Maund, Shriek and Tinkller, 2017). 
 
There are barriers that can affect the ability to listen, such as noise, internal or external, referring to your own attitudes or language differences / technological communication. 
Failing to focus is another barrier and it involves distractions when someone is speaking to you. 
Secondly, empathetic listening can be described as the action of putting yourself in the speaker’s shoes, meaning being able to understand how someone else feels. In order to be able to effectively do this, the receiver must listen patiently and concentrate on what is being said whilst looking at their body language (Maund, Shriek and Tinkller, 2017).
 
In the case study “Max the multi-tasker”, Max did not use effective listening skills, as he failed to ensure the date of the anniversary has been changed, because he was so busy and probably distracted with other clients, his active listening skills were less effective, leading to this mistake being made. However, we can also argue that empathetic listening was required from Tamara, as she was aware of Max’ situation with his ill mother and the busy schedule. She chose to be rude instead of being empathetic and giving Max a chance to make it up for her. 


4. Communication Technology 

The way people communicate with each other has evolved across the years, as through mobile phones we are now able to communicate a lot easier across the globe, making the communication process much easier. The use of internet has also played a major role of non-verbal as well as verbal communication, as we can talk through videos verbally whilst watching each other’s non-verbal attitudes, such as gestures and body language.  However, there are also barriers that can influence the process of communication, such as external noise or poor internet connection, which will decrease the ability of receivers to interpret the right message and use active listening throughout this. 
Moreover, with the evolution of the internet, people are experiencing less privacy, as the commerce and tech industries will follow up on their preferences and online behaviours so that they can match those. As a result, increased risk of scams and fraud have been found across various industries, such as scammers that pretend to be someone else and require vulnerable people to pay them. 
On the other side, the internet is a very accessible way of communicating information, making everything easier and more convenient. 





Conclusion: 

Effective communication and listening  skills are essential throughout any organisation in order to ensure positive teamwork and the achievement of goals. 
There are different types of communication and listening, and although they all can be influenced by barriers, they must be used together to provide effective understanding. 
As discovered throughout the linking of theory with the case studies, the understanding of the communication and listening concepts has been widened. Moreover, each channel of communication will interfere with potential barriers, so it is important to detect and overcome it in order for the information to be followed through to the receiver and back to the sender. 
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