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1) Introduction 
Communication models and methods have been the subject of research and debate for decades (Cherry 2020). The way that we communicate both verbally and non-verbally has a direct effect on both our personal and professional lives (Mindtools 2021) This report will focus firstly on the communication models of Shannon and Weaver, Schramm and Berlo. By using true to life examples, each model is described in a realistic way. The report will then focus on communication skills and finally pull together the communication models and methods into a real workplace example. 

       2) Communication Models
2.1 Shannon and Weaver
Case Study 1
This case study takes place on a very busy motorway. The team leader of a large team of road workers was trying to explain to the team how he wanted a certain part of road to be drilled into. He was providing details of the depth of hole required as well as the safety apparatus which needed to be utilised. Cars were rushing past at highspeed and owed to noisy environment the road workers were unable to hear the very precise instructions.
The team leader however did not consider the noisy environment and just assumed that the team had understood his instructions. He went to speak to another team and came back within the time frame allocated. When he did return, he was shocked to see that the team had not carried out their duties as advised. The hole was far too small, and the health and safety equipment had not been used. When the team leader asked them why they had not fulfilled their duties they could not provide an answer.
This case study highlights Shannon and Weavers model of communication where the model points to how the original message has been mixed up and misinterpreted in the process between sending and receiving the message (Drew 2019). The information source, in this case the team leader, did not reach the receiver correctly owed to the busy motorway background noise. In hindsight the team leader should have handled this differently. He should have ensured, owed to the environment, his message was received clearly, and everyone had understood what they needed to do. This was not the case.
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2.2 Schramm
Case Study 2
Professor Muntean from the University of Moldovia has started a new role as a lead professor in mathematics. He types the postcode (incorrectly) into his sat nav and unbeknown to him arrives at a local primary school. He speaks to the receptionist, and she guides him to the classroom, misunderstanding he is looking for the university. As he walks into the classroom, he tries to teach seven-year-olds algebra and Pythagoras theory. Obviously, the children didn’t understand. This case study demonstrates that in line with the Schramm model, there must be a sender, who is the professor as well as a recipient who decodes it. In this case the recipients could not decode it because there was no commonality between the sender and recipient. Its clear to see in this example that the barriers to receiving the message were the ages and knowledge base of the students. However other barriers could include background, beliefs and values (Study 2021)
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2.3
Berlo

Case Study 3
A Green Peace activist wants to deliver a speech about the dangers of cutting down trees. He thinks that if he goes directly to the source, he will have more success, so he arranges a meeting with a local timber frame manufacturer. The local manufacturer has no idea what he wants and assumes he is a sales rep. Upon his arrival the Green Peace activist is taken to the conference room where he is met by the CEO, purchasing manager and Operations Director. The activist pulls out his banner along with his powerpoint slides and starts to explain the dangers of cutting down trees. His message falls on dead ears as his audience do not share the same values as him. This highlights Berlos model, which is an adaptation of the Schramm model (Kobiruzzaman 2021) However, Berlo has highlighted the importance of communication within the message transition. His model outlines that the message cannot be delivered properly unless both the sender and the receiver are on the same level or have the same values (Kobiruzzaman 2021)
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3) Communication Skills

Verbal

This section of the essay flows nicely from Berlos method of communication. He outlines the importance of communication skills, both verbal and non verbal when trying to convey a message (Kobiruzzaman 2021). 
Verbal communication skills are important but arguably not the most important. In fact, it could be argued that verbal commutation alone is not enough. The words we use and how a person threads a conversation together is an important aspect of communication but by no means exclusive to making a good impression (Ionas 2020) Once we have made an impression of someone, firstly by non verbal cues we cement this idea of the person by their verbal communication. Ionas (2020) explains once a conversation begins, verbal communication is what confirms or corrects the initial impression often made with non-verbal communication.  

Non Verbal

Non verbal communication is the first impression we make of someone. The way someone makes and holds eye contact, the way they stand, the way in which they move their hands and even their har cut, for example, all go some way to form an impression to the listener and has an impact how others see them (Skills 2021)
Wilson (2014) in his study of how social media can impact others perceptions of our personality, uses the term impression management. He explains the key to impression management includes appearance, your manner of interacting and the attitudes conveyed through gestures, facial expressions, and nonverbal skills (Wilson, 2014).
Facial expressions are responsible for a huge proportion of nonverbal communication. When someone avoids eye contact or looks away when speaking it is often regarded as either rude or can give the impression the receiver of the message is somehow untrustworthy. Infact there has been a wealth of research into body language and how effective it is to know vital clues if someone is lying or telling the truth (Onsager 2017) 

[bookmark: _Hlk80624974]An interesting point of research is that nonverbal communication is culturally determined, and it is largely unconscious. It indicates the speaker’s emotional state. When nonverbal cues conflict with the verbal message, it may convey confusion or deception (Navarro & Karlins, 2008). With research pointing to the effectiveness of non verbal communication it is important that body language and cultural differences are not misunderstood.

Listening

Active listening is needed to prevent conflict getting out of hand. Finding a new need that both people think is theirs, can potentially help them to collaborate and the skill of being able to listen drives this forward. This falls line with the famous quote which states God gave us two ears and one mouth for a reason (Brainy Quote 2021). Dale (1947) in her book Cone of Experience notes that we actually only remember between 25 percent and 50 percent of what we hear. This is why active listening is so important and something which is demonstrated in Shannon and Weavers model of communication where the receiver is not listening to the whole message (Drew 2019). This is a view also shared on the Mindtools website (2021).They explain that how well you listen not only has an impact on your relationships with others but also on your job effectiveness. They go onto explain that we firstly listen to obtain information, then to understand. We also listen for enjoyment and we listen to learn (Mindtools 2021)

My Own Workplace Example

Working as a sommelier for a busy Sushi chain in London I have experienced first-hand the issues surrounding mis communication and the importance of good communication skills. There have been many occasions where, in hindsight, miscommunication has been my own fault, and other times a more collective misunderstanding between myself, my colleague or a customer. My role within the restaurant is to manage the wine menu and select wines to pair with the food menu. Another main responsibly is to ensure that the other waiting staff understand the wine list. There was one occasion I asked a colleague of mine to fetch a crisp Sauvignon Blanc to awaken the flavours of the sea bass dish the customer had chosen. As the waiter was fairly new and had no experience of wine or working in the restaurant environment, they took the wrong bottle of wine straight to the customer instead of passing it to me first to try and to ensure it was the best wine for their choice of dish. As a result, the customer complained and probably never returned. This fits in to Berlos model where lack of knowledge is a real barrier. Also the waiter did not fit culturally into the environment as they had not accrued enough experience. If however, I have realised this and used more non verbal and verbal cues the situation may not have occurred. 


4) Conclusion
This essay has focused on the various modes of communication by reflecting on Berlos model, Schramm and Shannon and Weaver. It has also identified verbal, non-verbal and listening as forms of communication skills. Having researched communication in depth it is apparent that these models and skills go hand in hand with other. It was touched on that when we first meet someone it is their non verbal communication we are drawn to in order to make an impression of them (Ionas 2020) Once the conversation has started it is verbal communication in the form of a conversation which helps us to make up our mind about that certain individual. If these forms of communication, verbal and non verbal are not unified, the non-verbal messages tend to override the verbal messages (Hall 1995)
Various journal articles have identified that empathy and understanding mainly come from non verbal communication. Hannawa (2021) notes in her journal article that the way someone holds themselves, their gaze and body orientation are two aspects of non-verbal communication that are important links to the perception of empathy. Brugal (2015) has also suggested that non-verbal behaviour might be more important than verbal messages when it comes to the communication of empathy. Graves (1976) also states that non verbal communication serves as the primary vehicle for expressing emotions and anything following on from that is just clarification to our first initial impression

Winter (2021) has noted that what may be considered rude in some cultures, may be perfectly fine in others (Winter 21) This is a view closely shared by Berlo (2021) who suggests, when understanding communication, we need to understand, there are other factors such as culture, knowledge and attitude at play. 
To conclude communication is a diverse and often complicated area. As this report has demonstrated it is not always plain sailing. However, if we can be mindful and apply the models of communication to understand where various gaps might exist and practice communication skills effectively, we can all be more successful in our daily communication both at work and at home and as a result have a fuller understanding and empathy towards one another.
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