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1.0 Introduction

Communication is information transmited  or exchanged  verbally, in writing, or through another media. Communication is crucial for the modern world to exist as it is nowadays. The working community requires different types and models of communication and it’s related skills. The barriers that can occur in communicating are nonetheless one of the main reason why we study that topic and many researches has been concluded in order to improve interacting with one another. Technical barriers are one type of effective communication barrier, language can be an massive obstacle for proper interacting, and the psychological barrier is yet not be underestimated as well. There can be devastating consequences arising from  poor communication that can lead to financial loss and  all the way to mental suffering. Many studies refer to poor communication as the root of all problems occurring in the workplace. Those are easily avoidable if we understand the different models of communication and able to interoperate those into our daily interactions.



2.0 Models of Communication

    2.1 Shannon and Weaver (1948/49)
	There are three main models of communications based on theories, the Shannon and Weaver theory (1948/49) it’s a linear model that  reflects a transmission model consisting of five elements: an information source, which produces a message; a transmitter, which encodes the message into signals; a channel, to which signals are adapted for transmission; a receiver, which decodes (reconstructs) the message from the signal; a destination, where the message arrives. (Oxford University Press 2011) Noise, the sixth component, is a problematic element because it may cause any disruption to the channel that the message travels over such as wire as an example because  the theory has been developed in the early 20th century ,which may lead to the message been different upon receiving. The case study “Maria and Pedro” clearly underlines an significant downfall of the theory as it clearly the feedback would prevent the misunderstanding between the two in which I personally  believe the Schramm (1954) theory will have much better implication in the given situation and would prevent Pedro from misinterpreting what Maria said. I work in the hospitality industry and particularly in room service department of a hotel where basically the  essence of our job is to take orders from customers over the phone, and with that technology there are many risks to misheard or misunderstand the person on the other side of the line. The theory suggest how we can avoid that by providing framework for analyzing how message are send and received. 
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Figure 1: Shannon and Weaver  model of communication
Source: ﻿www.communicationtheory.org	







2.2 Schramm(1954)

The Schramm’s(19354)  model is differs from Shannon and Weaver as it is circular model from sender all the way back the receiver. [image: Diagram
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Figure 2: Schramm communication model
Source: ﻿www.sketchbubble.com
The simple diagram in the model shows how simple interference could be avoided and that is by providing feedback back to the sender. Referring again to the case study of “Pedro and Maria” the mistake could be easily avoided if Pedro simply confirm with her that she really meant “chicken”. That is the theory we rely on back at work as the mistakes with the orders over the phone can be easily avoided by simply repeating back the order to the customer and confirming it.









2.3 Berlo (1964) 
Although Berlo's SMCR model is similar to the others, it is linear and devoid of feedback, like Shannon and Weaver's models. After the communication has been transmitted, interference or "noise" may have been created. Because of the noise, the receiver only receives a portion of the message or none at all. The receiver is subject to the same factors that may affect the sender. Background noise during a phone call, for instance, may result in external noise, as in Shannon and Weaver's model.
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Figure 3: Berlos’s Model of communication
Source: ﻿www.communicationtheory.org
Berlo’s model as shown is formed of 4 compounds: S-M-C-R model, a source encrypts a message for transmission through a channel to a receiver, who decodes it.
S-Sender
The sender, or person from whom the message originated, is the message's source. The sender or source is the one who communicates with the recipient. The following factors pertain to the sender and are also relevant to the receiver.

Communication skills
A person's communication abilities are a factor that influence the communication process. The message will be transmitted more effectively if the sender has good communication skills than if they are subpar.
Attitude

The influence of the communication is created by the attitudes of the sender and the recipient. The meaning and impact of the message are altered by the sender's attitude toward themselves, the recipient, and the surrounding circumstances.
Knowledge
Understanding the topic of the communication increases the impact of the message that is communicated. Communication is more effective when the communicator is knowledgeable about the issue.

(Businesstopia 2018)

The case study “A day with the chief” reflects on all these, if Mark just underhanded the situation better he might had a better outcome from the meeting with the CEO of his company .He misread the situation and changed his attitude which  reflected on his meeting. He’s initial approach was much better when he was scared from the bad fame of his boss and made good first impression but later on felt quite comfortable and switch his attitude to more informal one which lead to undesirable outcome from the meeting. If he only kept the conversation at the more formal level that would never happened, because as we say at work it’s not what you say is how you say it. At my work we face a lot of different characters and we have to deal with them in different manner as everyone is different and every situation is different, for example when we had a very important guest at the hotel we tried to go the extra mile and provide him with special service which ended up in a disaster as we instructed a colleague to fulfill all the guests requests but when asked from the customer to have  a drink with him he had to respectfully decline but instead he agreed which lead to customer complaining saying that he was only testing our colleague and unfortunately our dear colleague lost his job which could be easily avoided if he was more cautious and listening to our policy that would never happened.



3.0 Communication Skills

3.1 Verbal communication can spoken or written, we choose how to express ourself none only by words but also by tone and pitch. Literally speaking, verbal communication is oral communication that involves speaking aloud to someone or something. Email, phone calls, and in-person meetings are also a few instances of verbal communication. These instances are different from nonverbal communication like waving at someone.
3.2 Non-Verbal
Non-verbal communication means all the little thinks we do with our body face or any gestures or said with one word body language. We can use our body language to underline certain things we want to say or help us explain better when a language barrier is present. Sometimes it help us detect irony or express such.
3.3 Active Listening
Active listening is when you are concentrated to what you are being told and solely focused on the matter, meaning not getting distracted by any external factors. Such factors can be any modern devices or even thoughts. In order to maintain focus you have to be fully present in the conversation. Also bserving these nonverbal clues can reveal a lot about a person and what they are attempting to communicate. For instance, if they speak quickly, this can indicate that they are agitated or frightened. They can be drowsy or trying to carefully select their words if they speak slowly.
(Cuncic 2022) 

3.4 Empathetic Listening
In the case of empathic listening you have to try to see the situation from the other person’s perspective. As an example I can give a training I had when I worked for a call center for broadband services, most of the times people were calling not out of any good reason they either didn’t have any internet or line loss etc.. They were calling mostly to complain so we had to win them back and get a grip of the situation by using empathetic listening. We were taught to put ourself in their shoes in order to contain the situation as Carl Rogers(1957) theory suggest  having sensitive being attentive to the shifting felt meanings that flow in this other person—moment by moment. To whatever he or she is feeling, whether it is fear, fury, tenderness, perplexity, or another emotion. Thanks to the theory we learned this very valuable skill at this call center and improve our overall skills to communicate with other individuals.

4.0 The Advantages and disadvantages of communication technology

The communication technology evolves with record braking pace the last century. From the power to communicate through telegrams from the line-based phone to the smart phones we have today. In the past century we made a major leap into improving our communications through technology, nowadays you can attend a zoom meeting and connect with people from the other side of the globe smoothly with audio and video. Humans can respond better to emergency situations , thanks to our satellites we can pin point an distress call in the middle of the ocean. With all this connectivity there are a lot of disadvantages also, one of the major ones being the lack of privacy. It can also create an information overload and a lot of false information speeded to billions of people with just click of a button. We have many examples of disinformation done through mass media channels of communication. Also the loss of interpersonal interaction when communicating is a significant drawback. Body language, facial gestures, and verbal notes cannot be read by people. In order to effectively convey the message and learn more about the other person through face-to-face conversation, personal contact is crucial. As a result, miscommunication is possible because the message or its seriousness can be misunderstood, in this we can implement the Schramm’s theory and use the feedback as tool to prevent it from happening.




5.0 Conclusion

In conclusion there are plenty of tools we can use to improve our communication as the theories covered in this paper suggest. The Shannon and Weaver theory implies an linear model with the lack of the feedback in contrast Schramm’s addressed this downfall in his theory by coming up with the solution of feedback. As the case study with “Pedro and Maria” shows that the lack of feedback may lead to misunderstanding which can be easily avoided. The other case study that has been covered was the “A day with the chief” which clearly shows how important is the body language and how that can influence a certain conversation and lead to unwanted outcome. The importance of the active listening is significant in order to understand the subject so any distractions like phone, newspaper, etc. should be avoided at all cost in order to maintain focus on the subject. Empathetic skill being one of the most important in my arsenal all those years in the hospitality industry, helping me achieve good connection with random guests I have to interact on daily basis. Clearly there are plenty of advantages of the modern technology of communication but there are also a lot of downfalls. Clearly one of the main advantages is the ability to transmit information with great speed helping to improve our life and contributing to saving lives in terms of emergencies. The clear disadvantages being the lack of privacy and the vulnerability of being hacked and your personal information stolen. In the end the most important aspect of communicating will still be the impact of the message you are trying to deliver, which will rely on combination of both verbal and non-verbal skills. As we always say at my job-It’s not what you say is how you say it!
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