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1. INTRODUCTION
In this report, I will highlight my research and the way of understanding what communication is, its importance and how to communicate successfully. Also, I will reflect on the three models of communication - The Shannon-Weaver Mathematical Model 1969, Berlo's Model of Communication, Schramm's Model of Communication 1954, communication skills, and giving an example of misunderstanding in everyday life and how it would be improved. 
Can we say that there is one definition that will explain what communication is? In my opinion, that isn't easy. Starting from cave drawings to the invention of the papyrus and then the paper and spoken language, people have been communicating since the stone age. Communication is evolving even in these modern days, we have Internet, we use Social media, and every development in modern technology is developed in communicating as well. According to the Merriam-Webster dictionary (2020), communication was defined as a method of exchanging information between persons with symbols, signs, or behaviour. This world cannot function without communication. It is a very important part of our lives, and it is not an easy one. If communicating was easy, people would not have conflicts, misunderstandings, or saying something that maybe they did not think at the moment. Communication is an ongoing process because we do it either willingly or spontaneously. (UKEsseys, 2018) Communication is not just talking. Communication can be achieved on a verbal or non-verbal way; it can be done by expressing emotions or even giving body or facial signs. Without effective communication, we would have a lot of problems. We must see/listen, understand, process, and give reflection by communicating with other parties.

1. MAIN BODY

2.1. Models of Communication
Communication models define as an organised representation of the process that gives the idea of ways of communication. It helps in breaking communication from complicated to understand form and hence helps increasing communication skills. (Ruler, 2018) There is a number of methods and channels which can be used for communication within the workplace, for example by representation graph and pie chart to explain the growth of a company which is Non-verbal form. Communication models can be categorised in three types, namely linear model, transaction model and interactional model. The linear model of communication can be described as one-way communication (messenger to sender) for example, transfers of information from hierarchy to employees in the organisation. Transactional model refers to the transfer of information between two people, for example, meeting discussion in the organisation, in this both are communicators. Interactive model is similar to the transaction, but here media plays the role of mediator, for example, mail chats. In the below explains three models by Shannon and Weaver (1948), Schramm (1954), Berlo (1960).

2.2. The Shannon-Weaver Mathematical Model 1969 
Shannon and weaver in the year 1948 explain Mathematical Theory of Communication by publishing it as an article later it becomes the mother of all communication models. It is more of technological rather than other forms of linear.
The Shannon-Weaver Model of Communication is composed of: Information source > Transmitter (Encoder) > Channel > Reciever (Decoder) > Destination. This model of communication is considered as a linear model. In my understanding, the Sender sends encoded information (signal, sign, message, etc.), which is transferred through the channel to the Reciever which should decode it, recognize and explain the meaning of the information received. The problem which is found in this model is that any noise from the channel can lead to misinterpretation of the information received. (Businesstopia, 2018)
In the case study “The Professor and the Village people”, we can see a good example of a disadvantage for the Berlos’ model of communication. The professor who is sender – sends a message to the villagers, but with vocabulary that is not familiar to them. The villagers are the receivers, they cannot understand (decode) the message sent there for they did not help him, so there was no feedback. 


2.3. Berlos’ model of communication
Berlos’ Model of Communication was developed in 1960 based on the Shannon-Weaver Model of Communication. Berlo made a pattern that contains from S - Source, M – Message, C – Channel, and R – Reciever (SMCR). In his model, Berlo made even the sender and the receiver and counted the different points of the message.
The message starts from the source who is the sender. The sender passes the message to the receiver putting down his ideas into words. When both, the sender and receiver have similar communication skills and common background, the communication process would be complete. With all the “common ground” that the sender and receiver are sharing, the encoding and decoding of the message would be easier. This model has a lot of critics because there is now feedback in the communication process.  Berlo put up a point that the meanings are in message users, and communicators should be researched from their environment, knowledge, culture, etc. (Peterson & Khalimzoda, 2016)

2.4. Schramm's model of communication 1954
Wilbur Schramm Model focuses on two ways of communication, and it was developed in the year 1954 from the theory of Osgood. The model focuses on the circular way communication between sender and receiver.  The model can be used for Intrapersonal and Interpersonal communication. Information of sender and feedback by the receiver never closed in Schramm Model.
This model has the same five elements as Shannon-Weaver’s: Information source > Transmitter (Encoder) > Channel > Reciever (Decoder) > Destination, but Schramm added the 6th element – feedback later on while developing his model of communication.  In his first model, Schramm initiated “common ground” between the sender and receiver. The source or the sender will pass the encoded information to the receiver who should decode it. It will be easy for understanding from both sides as they can clarify the information because it is familiar to them. In the second one, he initiated “field experience” between the source and the receiver which will decide if the information will reach the receiver in the source’s mode. In the final one, Schramm thought about the noise that can misinterpret the information. He added the 6th element - feedback, which made the circular communication process. With the feedback, both the sender and the receiver will know if they understood each other. (Ulah, 2015)

3. COMMUNICATION SKILLS
Effective and good communication means that the information (symbol, sign, message, body language, etc.) sent should be passed clearly from the sender to the receiver and understood in its manner. To avoid misunderstanding, conflicts, wrong judgments, a person has to have good communication skills. Those communication skills can be separated into two groups: non-verbal and verbal communication skills. Verbal and non-verbal communication skills are highly connected in lots of aspects of our life. Of course, this is the simple way of dividing, and both groups have their subgroups for which I will be giving my understanding in the text below.

3.1. Verbal communication
Passing information to one person or group of people with the utilization of words is verbal communication. It contains oral and written types of communication. This part of the communication it reflects on the words chosen and the way that the audience is hearing and understanding them. In verbal communication, especially the written types, it is very important to use the right words to pass the message if there is no assistance from non-verbal communication. (SkillsYouNeed, 2020)
· Effective speaking
If the right words are chosen, interpreted in the right way, and supported by good non-verbal communication skills, then we covered the three aspects of effective speaking. These elements can help us to achieve sharing the message in the right way and acknowledgement from the audience. Utilization of the right words, even when speaking for the same subject in different circumstances it is the most important factor. (SkillsYouNeed, 2020) As an example from everyday life, it is different when a person wants to ask someone for help with something if they say: “DO (something) FOR ME” and “CAN YOU PLEASE DO (something) FOR ME?”.
· Written types – informal and formal
Daniel Potter (2019) made a complete guide for the difference between formal and informal writing. Informal language is used for talking or writing to one person or group of people which a person knows well and communicates on a regular basis. With those people, communication can be accomplished with a short form of words. Also, the usage of jargon and even can express emotions. However, a person can always choose to communicate formally with his close friends for some occasion. Formal language is significant, it looks for well set up words/sentences, and it does not allow usage of jargon. It is used for writing formal emails to employers or when applying for a job, reference letters, briefs, etc. In formal writing, there is no expression of emotions. When using informal writing, a person uses an active voice, and when using formal writing, passive voice. 

3.2. Nonverbal communication skills – body language (gestures, facial expressions, posture, tone, and pitch of voice, signals, and signs)
Nonverbal communication is the reaction that one is giving with its body or part of the body while communicating with others. All of the nonverbal reactions that are given by body language, the way of speaking, contact with eyes, gives a lot of information for the person that one communicates with. These signs can be useful in life when it comes to trust, respect, or attracting others (e.g. manager at work), or on the other hand, can be negative and useless (e.g. failing a job interview). Nonverbal messages are sent even when one is not speaking. Body language is a natural process, and a person can easily be distrusted because his way of verbal and nonverbal communication is not supported by one another. When it comes to these types of situations, it is given more value to the nonverbal message. (Jeanne Segal, et al., 2019) In the set of nonverbal communication there are mimics with the face, is there contact with eyes, the way of standing in front of a person or audience, tone of the voice that is used, the movements with the body, etc.

3.3. Listening – active listening, empathetic listening
Listening plays an important role in human communication. Proper understanding of information or message can only be possible by effective listening. It helps to increase communication level and individual’s growth. Below discuss two types of listening, namely empathetic and active listening.
· Active listening
Active listening means putting our focus on the person speaking with, so we can understand, interpret and give a good response to the information given. Active listening is supported by verbal and non-verbal communication skills. With this, we show to the speakers that we are focused on the conversation. An active listener has the ability to memorize the conversation and does not have to take a lot of time for response. It can help us improve connection, building a trust, helps into problem-solving and decision making; it increases the knowledge and does not allow missing on essential pieces of information. (Indeed.com, 2020)
· Empathetic listening
One line above the active listening is empathic listening. If a person has good empathic listening skills, that person can improve its relationships in life, and it can understand with intellectuality and emotions as well. For an individual to be a good empathetic listener, it should have patience. Also, it should show acceptance and put good attention to the speakers' emotions. Attention should be put on the body language as well because there are signs to be read if the speaker is not feeling comfortable or if they try to keep something for themself. When listening to empathetically, we should gain speakers confidence so they can feel free to open up. (MindTools.com, 2016)

· Example of poor communication on the workplace
[bookmark: _Hlk49765124]I work in a Dior shop in Central London. I was at work, and there was a special event in the store. I was supervising the busiest part of the store. I realized in one moment that in the department there are a lot of people. On immediate, I called the security leader on the radio and said to him that I need one more person there to keep the department as safe as it can be. He misunderstood my words, thinking that I’m not able to stay there at all and replaced me with my colleague. 
In my opinion, if he came and saw how many people were in one place, he would know that just one person cannot supervise the whole department. But probably, the miscommunication resulted from the pressure of the event, and the security leader jumped into conclusion without checking first.

4. CONCLUSION
Above report describe various communication models. It helps individual to understand the form of communication, for example, two-way communication process explained by Schramm Model. There is a number of communications skills used by an individual in personal and professional life elaborate in the report; for example, verbal communication such as face to face conversation. However, the tone of speech and attitude also effect on communication skills of the individual and sometimes leads to a different meaning of information created by the receiver. Listening plays an important role in the growth of the individual as without proper listening message cannot be understood.
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bearsir,
PACKING AND REMOVAL OF OFFICE FURNITURE AND EQUIPMENT

We have received your request from the 30° of the last month, and we are contacting you regards the
evaluation for the packing and removal of your office furiture, equipment, and records from your
offices at 123 Main St to your new offices at 456 Rivonia Rd on 20" of this month.

‘We wish to confirm the arrangement with our representative. Mr. s Strydom will call you at 9 AM on the
6% of this month to evaluate the cost of the request that you have.

We trust that the suggested time will suit your convenience. We will then submit our quotation for your
request and hope that we may be entrusted to handle the work. Our quotation will remain valid for

Seven days.

The time that you requested, 8 AM on the 20° of this month, will be convenient if we receive your
response on time.

Yours faithfully

W smith
Removals Manager
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Reflect on a situation at work where the communication received was not the
communication meant.
Analyse what went wrong and how it could have been avoided.

1work in a Dior shop in Central London. | was at work, and there was a special event
in the store. | was supervising the busiest part of the store. | realized in one moment
that in the department there are a lot of people. On immediate, | called the security
leader on the radio and said to him that | need one more person there to keep the

to stay there at all and replaced me with my colleague.
In my opinion, if he came and saw how many people were in one place, he would know
that just one person cannot supervise the whole department. But probably, the
miscommunication resulted from the pressure of the event, and the security leader
jumped into conclusion without checking first
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| THE PROFESSOR and THE VILAGE PEOPLE

Loyatn 7719

A ProfessorofEngih 2t well known Welsh University v inalarge house notfr from e vilage. He never went into thevlage,
bur shoppedinthe own near the University bacause he had nothing n common with thevllgs people, who were largely uneducted
nd i anul ot

‘One night, theprofesor el sisep whil smokinghis pipe and he ppe fall onto the carpet and sartd 2 e

Whn the proessor swoke snd saw the houss onfir, he rushed into th vilage, creamin;

The acifce i bing consumed by gt confisgration!”

The acifce i bing consumed by gt confisgration!”

The vilge popi looked s him and continu doing whatthey wre doing

Dot you understand? He ssic. “The adifica i bing consumed by  grst confisgration!”

Theyfgnored .

Whenthe Profesor returned home,he saw tha is house had been.

Hesat down onthe ground and wept.

The et day, he went into thevllage crying. Why, oh why didt you help me? My home has been destroyed b thefr. | came and
bessed you st right He west

“But Professor, why didn' you say thatyour house was on fire? We would have elped.”

Q: Why dic's the villoge people hlp the Professor? they

understand what he was saying
Q: What shoud he have done to ge them to help him? commnicate using @ dferent vocabulary

Q: Whose model of commanication o you think can explain thssicuation? Shannon-Weaver Model of Communication

Q: Why? Because the professor wos talking withvocabulary that was not understandabi or the ilgers ond he did not receve the
help tht he needed (o5 a feedback)
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5 WRITTEN COMMUNICATION DOCUMENTS IN BUSINESS

1. Electronic email — it can be used to send information, instructions, documentation, for inquiries,
to send procedures, to arrange a meting, etc.

2. Business letter — it is used for communication with suppliers, customers, creditors, etc. to
exchange information, conclude transactions, expansion of business, as documentary evidence,
to place an order, to solve a problem, etc.

3. Memorandum it is used for internal communication in business, to inform about something
short and important like changes in prices, schedule for meetings, changes in procedures,
changes in policy, etc.

4. Brochures — are used as informative documents, to introduce the company, products, and
services they are offering, benefits that they bring if customers are using their product and
services.

5. Business reports — are providing analysis of the improvement in all areas of the business, with
this the owners and managers can have good guidance for identifying and solving issues
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