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· INTRODUCTION

In order to be able to understand people the best and only way to do it is through communication. It is an aspect that everyone must pay attention to in his or her life, either in the private life or at the workplace. 
The difference between the two is that communication in regards to the private life is performed as a way of socializing, learning and expressing thoughts, while communication at the workplace can be somewhat the same and a way of expressing needs and thoughts in order to perform a job without failure.
Communication can be described as the means used to express your thoughts, your opinions to another person. It represents the way of understanding people through words or facial expressions or gestures.
This essay will present a few notions about what communication is, its characteristics that have been written in the published literature by professionals, models compiled by said professionals and analyse what they have stated to my current workplace communication and what can be done as to improve it for the better.

· COMMUNICATION

i. Definition

The word ‘communication’ comes from the Latin word ‘communis’ which is defined as common. This underlines the fact that without common understanding from an exchange or words there is no communication. (Lunenburg, 2010).
As (Steinberg, 2007) mentions in her book communication can be defined as “A transactional process of exchanging messages and negotiating meaning to establish and maintain relationships”. The author describes communication as a transaction that occurs two or more persons.
Another definition of communication is presented in (Cleary et al., 2008) and states the following: “Communication is a process of creating meaning between two or more people through expression and interpretation of messages.”
In principal both definitions describe the same notions and that is that communication is the action where a person expresses a message and expects a response from the receiver, process which resembles a transaction.

ii. Importance of communication and effective communication at the workplace

Communication should be considered essential in a person’s life as it is the key of understanding other people and expressing needs and opinions. We, as people, feel the need to communicate, to speak with people, be understood and socialize. It helps us grow as persons as we learn something new every time we are communicating with someone else.
The importance of the effective communication at work is just as great, because in order to perform any type of job we have to communicate with our colleagues, with clients, with suppliers etc. and in order to be sure that everything runs smoothly we have to express our orders, our needs clearly and make sure that the person we are communicating with understands what the message is so that we can be certain that the service we are doing is going to be at its best performance.

· THEORY OF COMMUNICATION

Along the years, researches have complied different models that can be applied to communication as to better understand its meaning and be able to further analyse it. Some of the models that researchers have compiled are the following: Barnlund’s Model of communication, Shannon and Weaver model of communication, Schramm’s model of communication and Berlo’s Sender-Message-Channel-Receiver (SMCR) model of communication. Th models that we are going to exemplify are last three that we have mentioned.
Communication takes place between a sender (a person who initiates the communication) and a receiver (the person at the other end of the communication process), the other elements involved in this process are the message, the medium and the feedback. 
The medium can be categorised as both spoken and written. Through spoken medium we can understand: an actual face to face conversation between two people, a phone call etc. As for the written medium we can understand: a letter, an e-mail, a book, an advertising sign etc.
One negative factor that can be found during communication and influence it in a wrong way is a barrier. This can make the communication much more difficult and less effective. An actual example of a communication barrier is the language barrier. As to compare to an actual situation, in this country, as well as any large country with a lot of immigrants, this is a large barrier between colleagues or friends who have different cultures as each person has a different natal language and is not fluent in the spoken language from the United Kingdom and that is English. One way to improve this barrier could be language training, for people from other countries to be able to better communicate with persons from the country they are in, in their own language. (R. Delecta and Raman, 2015)
We can also encounter other barriers such as: the physical barrier (bad internet connection or phone connection etc.), semantic barrier (jargon words used by professionals that a person not working in the same field may not understand, etc.), psychosocial barrier (empathy or the lack of empathy can influence the way two persons are communicating, self-perception, role perception, etc.), 

i. SW Model (Shannon and Weaver model)

According to (Steinberg, 2007) the Shannon and Weaver model focuses more on the channel of the communication and how to reduce the noise that occurs in communication in order to have a more effective process. 
The SW model has a total of six elements and those are: the sender, the encoder, the channel, the decoder, the receiver and the noise.
The sender is represented by the person who is sending a message through a channel. As opposed, the receiver is represented by the person who is receiving the message from the sender.
The encoder is the technology used in order to send the message, while the channel is the “medium used to send the message” (Shannon and Weaver Model of Communication, 2018). The decoder is also a machine used by the receiver in order to decode the message received, usually being the same kind of technology as the encoder.
The last component of the SW Model is the noise which can be described as inferences of outside factors that affect the message that gets to the receiver.
The model was created in order to explain and improve the technological communication.
The process used in the SW Model is working in the following manner: a person (the sender) sends a message through an encoder (phone), the channel being the telephone company, which reaches another person (the receiver). The second person decodes the message through a decoder (phone) and sends further a response (the feedback). This is a case where there has not been any noise, but as an example a noise in this situation could be a network problem where the message was not received.
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ii. Schramm’s model of communication

This model has appeared in 1954, a few years later after the Shannon and Weaver model which appeared in 1948, and it was published by Wilber Schramm.
As opposed to the SW Model, Schramm’s model’s key factor is the message and “also emphasizes that the communication is incomplete unless and until the sender receives a feedback from the recipient”. (Schramm's Model of Communication, 2020)
In his opinion, another important factor into communication is education, personal experience and cultural background. 
In conclusion his model states that a message is not complete until the received send feedback to the sender.

iii. Berlo’s Sender-Message-Channel-Receiver (SMCR) model of communication

The SMCR model of communication has been introduced in 1960 and it is the first model of communication that introduces the concept of “Effects” into a model.
According to (Uma, 2006) the model contains four elements: the sender, the message, the channel and the receiver with each element having five channels which are presented in the diagram below.
Berlo’s Model suggests that each message must have an effect on the receiver, even if it is positive or negative and that effect can be furthered analysed through an effect analysis.


	SOURCE
	MESSAGE
	CHANNEL
	RECEIVER
	EFFECTS

	
	
	
	
	

	Communication skills
	Elements
	Seeing
	Communication skills
	

	Attitudes
	Structure
	Hearing
	Attitudes
	

	Knowledge
	Content
	Touching 
	Knowledge
	

	Social System
	Treatment
	Smelling
	Social System
	

	Culture
	Code
	Tasting
	Culture
	




· EFFECTIVE COMMUNICATION AT THE WORKPLACE

My current workplace is at a restaurant and I am part of the waiting staff. Communication takes a very big part in my job as it is the only way of providing a good service.
The communication is both verbal and non-verbal, as when taking orders I have to communicate with the clients and understand the message they are transmitting or when sending their message further by typing their order into a machine (computer) and sending it to the chef so that they can prepare the meal the client has requested.
This cycle can sometimes go alright, and the message has been received properly and everyone is happy, or barriers can occur, and the result is that the message was not well received.
One of the barriers that I often encounter at my workplace is the language barrier. As I am not a native English speaker it sometimes happens that I understand the message the source is sending differently as it should be, or the other way around. For example the client is speaking with me and due to the noise in the restaurant I cannot hear very well and as it is hard to understand a different language without hearing it properly I understand a different order rather than what the customer actually wants and I bring something they have not ordered. The feedback is wrong, and the effect of the different order is perceived negatively. 
Another problem that can occur at my workplace is linked to the one the SW Model exemplifies, and that is regarding technology. It can happen after I have successfully taken an order from the customer and I have to send it forward to the chef in the kitchen. It can happen that the computer malfunctions and the chef receives a different quantity than the one I have requested. The problem can be solved easily but the miscommunication can make the order last longer and make the customer upset about the waiting time. This type of error can be improved by always updating the computers we are working with in order to be sure that they are not malfunctioning.

· CONCLUSION

We can summarize all the above by saying that communication is a process which helps humans communicate by exchanging messages between them through different channels and means.
Communication can sometimes encounter barriers which makes it difficult for the involved participants to understand the message or the feedback.
There are multiple types of communication: verbal or non-verbal, multiple ways of communicating: through an e-mail, through a letter or face to face and multiple barriers: language, culture or technology etc.
In conclusion we have to try to overcome all the barriers that can intervene in order to have a clear understanding and be able to communicate with another person in the most efficient way so that the message can reach the receiver as it was intended.
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