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1. Introduction 
This report is based on Communication.
Communication is described as “the process of sending and receiving messages through verbal or nonverbal means.” (Nordquist, 2019).
Communication is key as all aspects of everyday life require it. It impacts everything as it is relayed through actions, expressions (verbal or non-verbal), silence or even a simple smile; indeed we communicate in every moment of our lives. Effective communication builds respect and authority in all fields of existence, especially the workplace.
The aim of my report is to demonstrate my knowledge and reflection on three different models of communication, discuss four important communication skills, analyse a class case study and finally provide my own experience by giving an example of a communication problem in my workplace.
2. The Communication Models
         2.1 Shannon and Weaver Model 
The first model covered is Shannon and Weaver. The scientists created a new idea of transmission based on the concept of:
Sender: the person that sends the message - the original source.
Encoder: the transmitter that sends the message, defined as a machine (but could be a person).
Channel: the system the message is sent to, (considering noises or obstructions). In current day, a good example of a channel is the internet.
Decoder: the system that receives the note.
Receiver: who receives the message at the end of the cycle.
[image: Shannon & Weaver's model of communication (adapted from Shannon and Weaver's,1963)]
                                                                                                                         (Karanikas, 2019)
                                                                                                       
Shannon and Weaver considered some of the obstacles that can impact the messages clarity: they call them “noises”. They declare that noise is an involuntary misleading message encode, “Uncertainty which arises by virtue of freedom of choice on the part of the sender is desirable /uncertainty. Uncertainty which arises because of the influence of errors or because of the influence of the noise is undesirable uncertainty “(Weaver, W. 1948)
They divide the noise into two categories:
Internal noise: a sender mistake or, unclear comprehension from the receiver.
External noise: a transmitter fault, signal issue or connection problem.
This model was created in 1948 by two scientists, who designed it based on the invention of the telephone, aiming to improve the quality; therefore, the model is schematic but studies have established that this work can be applied to human interaction also.
         2.2 Reflection over the Shannon Weaver Model 
This system was easy and straightforward for me to understand. Although in class we discovered that it is quite limited as they do not include feedback and it cannot be used for public messages, as the channels used are restricted. Considering the day to day uses, it is not efficient; reaching large audiences can be time saving and easily reach wider population. To add, I believe that feedback is essential in working environments universally, as it allows understanding limitations and improvement on personal communication standards.
   











2.3 Berlo Model
Berlo’s model is definitely more complex than the previous model, he considers more factors that can influence the transmission. In fact, he was the first to include emotions in a communication theory. His [image: image2.png]model has 4 keys factors, each factor having many underlying considerations to be made.
                                                                                                                        (Rathinaswamy, 2017)
Source: who sends the message.
              The sender must consider:
communication skills: I will elaborate later, but basically they are the senders capabilities for message encoding 
attitude: how the person appears to the sender 
knowledge: familiarity the person has with the message
social system: external living status 
culture: cultural background



The encode: simply the message that can contain
content: the message’s topic
element: the non-verbal tools used 
treatment: the way the message is passed
structure: how the message is composed
code: the aim of the message

The channels: the five senses, considered as tools for delivery, 
                        the way of getting the message:
Hearing: we hear messages
Sight: we receive visual messages
Taste: we receive sensation and input 
Smell: we enforce the communication
Touch: we send messages 
Finally, there is the receiver: who gets it. The receiver must consider the sources factors before comprehending a message. Without the full acknowledgement of this topic the receiver will not get a total understanding.
       2.4 Reflection over the Berlo Model
Berlo’s model is more complex and requires more time and reflection to divide and analyse a situation. I believe this model is more complete and covers more facets of the communication system - including skills and senses as factors can support a high-quality transmission. However, Berlo neglected to include the situations analysis and the model also lacks feedback, meaning the model is missing continuity. Despite this, it has more use than the previous model in everyday life.
       2.5 The Schramm Model 
The Schramm model is defined as “a circular model that shows that messages go in two directions.” (Drew, C. 2020). As cited, Schramm includes the two-way communication system, more known as feedback. It declares that the sender could be the receiver and vice versa. It is also described as “cyclical communication model” (Toolshero,2020) for the previous reason.
He highly criticised the linear model of Shannon-Weaver saying it “is misleading to think of the communication process as starting somewhere and ending somewhere. It is endless. We are really switchboard centres handling and re-routing the great endless current of information.” (Schramm, 1955)
So, the professor included three processes that are applicable to both persons: there is no sender or receiver, rather that both have the same functions:
The encoder: the person that creates the message or the feedback.
The interpreter: the same person analyses and tries providing understanding of the message.
The decoder: who receives the message and uses the communication skills to finalise it and eventually give feedback.
[image: Picture 2]
                                                                                       (Insight2Journalism, 2014)
       2.6 Reflection over the Schramm Model 
Schramm's model precedes Berlo (1955). He succeeded in including feedback. I personally found this model simple and constructive as the communication can enrich each person’s skills. Of the three models I believe this is the most appropriate to use on an everyday basis as it prevents communication being schematised into too many factors.



3.Communication Skills 
Communication skills are “what enables us to pass information to other people and to understand what is said to us” (SkillsYouNeed, 2017). It can be said this is the most used and valuable skill in life, as without communication it is impossible to transmit anything to others.
There are many skills and they can differ between individuals and be verbal or non-verbal.
I will choose 4 of the more appropriate for my intended career in Health and Social Care by analysing them. I will describe active listening, empathy, respect and open-mindedness.
      3.1 Active Listening 
“Listening is one of the most important skills you can have. How well you listen has a major impact …on the quality of your relationships with others” (Mindtools,2020). Active listening is a non-verbal skill that helps the communication be delivered effectively. Active listening is different from just hearing, it requires more attention and focus. It is a main skill in the communication path.
Active listening is demonstrated by different factors, such a paying attention, giving feedback, using body language and analysing feeling.
Active listening requires practice but is one of the wiser skills in terms of communication.
      3.2 Empathy
Empathy is “the ability to share someone else's feelings or experiences by imagining what it would be like to be in that person's situation” (Cambridge University Press, 2021). Empathy is a non-verbal skill necessary in the Health and Social Care sector.
Empathy is based on sensation, emotions, or experience - it is the act of trying to assess and evaluate these from other people’s perspective. 
Empathy can be classified as:
Cognitive, described as the “process of acquiring knowledge and understanding through observation.” (Mindvalley,2019). Gaining information to understand the person’s feelings or emotions.
Emotional such as “feel the other person’s emotions as strongly as they do” (Davies, J.2018). This personalises their feeling and making it your own.
Compassionate described as the “ability to understand and share in someone else’s emotions, but without taking them on as your own emotions” (Williams, J.2021) is talking about someone else’s valuable experience.
To show empathy, body languages (such as hugs), acts (e.g., donations), opening up (sharing personal experience) is required. It requires a lot of practice as it is not always a skill that comes naturally to everyone.

       3.3 Respect 
“Respect is a way of treating or thinking about something or someone.” (Vocabulary.com,2020). Being respectful of others is the main skill that can show the other person how you value them. This is non-verbal communication that helps the communication translate efficiently.
Respect is necessary in any form of communication for it prevents stereotyping, prejudice, or any discriminatory misunderstanding.
It is key to show respect in a conversation such as being polite, to not criticise, to treat people fairly, to value others and to recognise feedback.
Respect is very important and can lead to great achievement if used wisely.
        3.4 Open-mindedness 
Open-mindedness is a skill that makes the person “willing to consider ideas and opinions that are new or different to your own” (Cambridge University Press,2020). Another non-verbal skill, it is the accepting others point of view or opinion without prejudice or authorities.
To be open minded relates to learning and listening, as open-mindedness requires a lot of analysis and fighting assumption-making thought.
The main factors that can describe the skills needed to achieve it are: avoiding bias, active listening and comprehending others opinions. To be an open-minded person is also necessary to fight cultural or social limits.
Open-mindedness is a great skill as can lead everyone to great learning achievement. 






4.The Case Study 
In class we undertake different case studies to analyse issues and highlight what a missing channel can lead to. I will describe and examine the following one:
[image: image4.png]
         4.1 The issue 
  The main issue of this case is that the sender sends a message that the receiver cannot encode due a lack of skills. Also, the receiver is not paying attention to the non-verbal communication skills of the sender, such as voice tone, expression or gesticulation.


       4.2 Analysis
The professor did not consider the social status or knowledge of the villagers; therefore, the audience was unable to consider the message. The writer also mentioned that the man has not previously socialised with them, so it means that the receivers were unaware of his communication skills or his attitude in this situation.
The sender did not ask for feedback or reply, limited to one way communication.
The audience ignored all the non-verbal communication tools addressed and never tried to encode the message.
    4.3 The solution based on model of communication
The situation could have been avoided if the Berlo theory was considered: his studies explain that this is a clear lack of channel of communication, as none of the persons involved consider the multiple factors included in his method: attitude, knowledge, social structure, or voice volume. Definitely if any of these were contemplated, the outcome would have been a more promising one
5. Communication problem in the workplace 
I’m currently working in Boots - a pharmacy retail business. From working in a customer facing environment, I have learnt that communication skills are an essential tool required for every minute of the job. Overall, the pharmacy structure functions well between staff and customers; the main problem is the channel used between pharmacy and GP practices or hospital doctors. Prescriptions are primarily becoming electronic, and repeat prescriptions are entering the system automatically. The problem arises when the expected prescription is not delivered, no one in the surgery notifies the pharmacy as to why or what happened. When we send a request for a customer’s prescription, we lack a channel of communication that permits us to see whether the prescription will be fulfilled or not. Having a system that can deliver direct messages or notes between the GP and the pharmacy would be a great tool. We are definitely in need of improving communication channels to avoid customer disappointment. A good solution could be introducing a note folder on patient records, where the doctor states either if the prescription will be delivered or not, or with call-back requests, so it will be easy for us to tell the customer that the surgery is in need of more information instead of assuming everything is fine.




6.Conclusion
The theory that we have been introduced to has been extremely helpful and instructive, allowing me to reflect on how easy it is to miscommunicate. It caused me to analyse how social and cultural environments can be so impactful, where before I assumed that just attitudes and environments were predominant factors of communication error. Communication skills are and have always been a key tool in my job role but, this study made me aware of the necessity to improve my listening skills in order to become an effective communicator. Also, my formal writing requires further attention, as the language limitation is still an obstacle I face in many ways. I will try to achieve my personal goal and continue to work on improving my personal skills.




















7.Appendix 
The case study                                                              Personal Notes
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THE PROFESSOR and THE VILLAGE PEOPLE

Jttle village. He never went nto the ilage, bur shopped in the town near the University

because he had nothing in common with the village people, who were largely uneducated
and did manual jobs.

One night, the professor fell asleep while smoking his pipe and the pipe fell onto the carpet
and started a fire.

When the professor awoke and saw the house on fire, he rushed into the village, screaming:

‘Don’t you understand?’ He said. “The edifice is being consumed by a great conflagration!’

They ignored him

When the Professor returned home, he saw that his house had been

Iy ¢
He sat down on the ground and wept.

Q: Why didn’t the village people help the Professor?
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