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[bookmark: _Toc80807375][bookmark: _Toc80807711]1.Introduction :

Communication is a way to express yourself so the other person or receiver understands the message.
Is important because is the only way to understand each other and to communicate we can use verbal and non verbal communication.


[bookmark: _Toc80807376][bookmark: _Toc80807712]2.Models of communication :

[bookmark: _Toc80807377][bookmark: _Toc80807713]2.1The Shannon and Weaver (1949)
Is a model of communication that describes the noise that is interferes  with the understanding of the message sent.
 In the Case study ‘Maria and P’, Pedro misunderstands Maria because he could not hear her clearly over the telephone as there was too much noise in the building site and he thought she meant kitchen instead of chicken. He therefore returned home without the chicken.
 Another example is at my workplace where my manager is calling me, asking me to come to work one hour later.  
I was already in the bus and because of the noise I understood that I should not be late. This situation is describing Shannon and Weaver model of communication. 
 
 
[bookmark: _Toc80807378][bookmark: _Toc80807714]2.2 Schramm's Model  : (1948)
The sender is transmitting a message through a channel to the receiver who will give feedback or is responding to the message. If the feedback is not received, the model is not describing Schramm's model because communication is not complete.

For the case study Maria and Pedro , to make sure that communication was complete, Pedro could ask Maria to repeat what she said or him to repeat what he understood.

Example from my workplace: My manager called me by Thursday to ask me about the Rota that i`m in charge to do. I was walking on my way home and the cars were very noisy on the street but I heard the word Rota and I assumed that he is asking me if I did it . I answered saying yes because it was made. This example is describing Schramm`s model of communication because the feedback was received.  
 
[bookmark: _Toc80807379]
[bookmark: _Toc80807715]2.3 Berlo model: (1960)
The sender is transmitting a message to the receiver but 
It does not mention feedback. The message could  not always  be understood due to some factors like: cultural, religious, the level of education. 
For Berlo model of communication we used in class the case study with the teacher and the village people.
A professor of English to a know university lived in one big house near the town where he was teaching. He never had things or conversations with people from the village because he had nothing in common with the people in there and because they were uneducated and did manual jobs.
One night the professor fell asleep while he was smoking his pipe ,the pipe went into the carpets and the fire was started. His house was in a short time on fire.
When he woke ,he went into the small village and started to scream : ,, The edifice is consumed by a great conflagration!”
People from the village looked at him and ignored all his sentence.
The next day the teacher goes into the small village and ask people why they didn`t help him because his house was destroyed by the fire.
The village people said that they would help him if they would hear from him that his house is on fire.
This case study describes perfectly Berlo model of communication. The message was not being understood by the village people because the teacher was using words that they couldn’t understand. 
The message  would ve been understood by the village people if the professor would use simple words or just say : ,,fire”

Another example that describes the model of communication of Berlo is at my workplace.
In one meeting my manager started to speak with us about how we should use marketing strategies so we can sell our products better .
Because he finished his degree in marketing and politics he started to speak about marketing in very complicated words that I wasn’t able to understand.
The level of education in terms of marketing is not the same. 
After I listened everything that he had to say, I made myself clear that I understood nothing because of the terms that he used. He simplified the strategy, used simple words and examples and by the end I understood what we had to do in the action plan so we could sell our products better.



[bookmark: _Toc80807380][bookmark: _Toc80807716]3.Communication skills:

[bookmark: _Toc80807381][bookmark: _Toc80807717]Verbal communication: is the most common way that individuals are using to transmit a message. Verbal communication is the things that we say. Verbal messages are communicated by language. Communication is effective in the moment that the receiver understands the message. 
 
[bookmark: _Toc80807382][bookmark: _Toc80807718]Non – verbal communications are a way of communicating but using all the way/signals that we want to transmit without words. 

 Case study :Barry and communication Barriers 
Barry is a young guy who works in a restaurant with the position of officer inspector for food hygiene and safety. In his team there are different range of ages and a mix of culture,background, religions and beliefs.in addition It should be mentioned that English is not the first language of the people that are working with Barry.
All the members of the team they get training and they are instructed about the food safety,also at the training they get all the necessary tools to use for all products to be kept safe and at the right temperature. ( thermomethers, soap,towels,sanitiser).
Because of the rush and the pressure,training is rushed as well and people get into the work .
The owners of the place where Barry works,they are supportive with him ,they know he does lots of efforts to keep everything as good as he can do even if the Health and Safety inspector have found the standards to be poor. However the owners  note that there s additional cost for training just because the food needs to be handled safety.
One day, Barry rushes at work ,after he was repairing something at his car,till 2 AM in the morning.
As soon as he gets to work he realised that his uniform is very dirty , hair is very messy and needs a haircut, hands needs a scrub.Even so he managed to find another uniform not same dirty as the one that he show up at work .
When he went to the kitchen Barry saw several trays with uncooked meat outside the fridge in a warm temperature and it was looking like it was out of the fridge for a while.
He felt frustrated. Barry made so many efforts on to get them how to handle  food safety,he even put signs saying : keep the hot food hot and cold food cold.
This time Barry felt that he can`t win this situation.

From this case study we can see the importance of non verbal communication. As I mentioned the primary language of barry`s team was not English.
In first instance he could use signs ,images so they can understand better.
Secondly, the message that Barry is transmissing with his look is not one that describes his position of food safety officer. He should look impeccable.
He should try to teach them with the power of example.
Barry faced communication barriers that could been improved by using non verbal communication.





A more technical definition for non-verbal communication is,, communication other than written or spoken language that creates meaning for someone “(ivy & whal ,2014, p 5). 
In the case study called : A day with the chief we can observe the message that Mark has showed trough his body language and his actions. 
Mark is a salesperson for a company that is selling pharmaceuticals .He went to California to meet the executive officer Ms Mills.  
MArk heard lots of stories about Ms Mills and her approach of being a intimidating person . 
On the day of the meeting Mark discovers a total different reality , a woman who smiles and is waiting for him to say what he had to . 
Because Mark become confident after seeing the attidude of Ms Mills and he looses his tie, crosses his legs and begins sharing stories of how he feels the things and start speaking unprofessionally about his supervisor and also the fact that the employees should be payed better. 
The meeting ends shortly with the message of MsMilles for Mark : that her assistant will show him out . 
In this case of study we can observe the non verbal message that Mark has transmitted with his posture, gestures and attitude.  
This case study shows that non verbal communication is as important as verbal communication. 


[bookmark: _Toc80807719][bookmark: _Toc80807383]3.1 Hearing 

Is important for us to understand that this two actions are not the same . Hearing is the ability to detect sounds. Listening requires attention and concentration on the verbal and non verbal communication  so the message could be understood. 
[bookmark: _Toc80807720]3.2Listening 
In adition to other communication abilities , is likely predictor of who gets promoted or receivers other relevant rewards,such as status and power . Sypher et al (1989) Found that better listeners hold higher lever positions and are promoted more other that those with less developed listening abilities . 
We can develop our listening by practicing a lot . We should be aware of the fact that is not going to be easy but is a exercise who will grow the quality of our life not just in terms of jobs. 

CASE STUDY: Max the Multi tasker.
Max is a man who is very good at planning and at organising events such as birthdays, weddings, anniversaries. He decided to start a business in this area because he organised few events and because he received good feedback ,he had another clients. He didn’t needed advertising , the clients were satisfied and recommended him.
One of his clients,Tamara on her name that was very satisfied of Max services two years ago.
Max said yes even if he was so busy answering calls Tamara asked Max why he don’t hire someone to help . at least answering to the calls.
Max explained to Tamara his reasons : his mom was really sick and he had to pay for the nursing home and because he had to pay for the pills that were very expensive.
One week later, Tamara called Max because she wanted to move the anniversary date to a new one.
Max agreed for the new date for the event.
Finally,the big day came and Tamara with her family and guests came to the place where the party should be but one other party was going on.
Max apologises, feel sorry about the happening, he tried to explain his reasons that he was with another client on the line , more than this , he offer to organise the party for half price but when Tamara`s father will come back from hospital.
Tamara started to cry , said him rude words and hung up.
This case study describes the  difference between hearing and listening . 
Max he just heard what Tamara said, he answer but he wasn’t listening effectively because he was on the other line with another client .
This could be maybe  prevented with another call from Tamara few days before the anniversary. Maybe that would been saving Max from her behaviour and non empathic attitude.
Another example at my work : I have a lot of task that needs to be accomplished in a limited period of time. I start to delegate my team on what they have to do. Very often is the same case ,like the case study, some of my team members just hear my tasks and after a while I realise they didn’t do anything. 
The thing that I use to improve this situation is to make the person repeat what they have to do and how much time is allocated for it .






4.Conclusion :

At this module I learned about more about the communication and how to express yourself using verbal or non verbal communication.
Using the case studies I understood better all the models of communication.
The module was very helpful and i understood it very well as in support at all the case studies I used cases from my work place as well.
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