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[bookmark: _Toc91801382]Introduction
The variety of different definitions of communication indicates, not only the complexity of the communication process itself, but also some features of modern theories of communication. One of them refers primarily to the fact that the word "communication" itself is ambiguous and has different uses in everyday speech. 

The word ‘communication’ is descended from the Latin verb ‘communiciare’, and means ‘to make something common’. A derived noun from the same verb, ‘communis’ which means common, communiality or sharing. So, the goal of communication is the establishment of community and sociability (Durham Peters, 2008).
The term communication can be considered as a system of information exchange between two or more participants by an agreed sign system. It is clear that the discipline of communication studies communication. Sending information is most often done through language, because language is not only what is spoken and written, but also thought in language or words. The way we function and everything we do in life is inseparable from communication, even thinking, when we are alone, belongs to communication. 
Effective business communication means much more than just exchanging information. Communication that is considered successful is one that nurtures understanding, strengthens interpersonal relationships, improves teamwork and builds trust among people. The development of communication skills in both superiors and other employees contributes to the improvement of organizational functioning in all areas and at all levels.
Non-verbal signals and gestures are also integral parts of language. Non-verbal communication is more pronounced among people who have known each other for a long time, and it often happens that instead of individual words, we just look at someone close to us or shrug our shoulders and that person fully understands what we wanted to say. The non-verbal way of communication also works well in work environments because we get a lot of information when we just look at someone.
In the next few pages, communication models which were covered in the lecture will be written, as well as study cases that have helped to better understanding communication and needed skills.
I will also refer to one case in my work environment that showed poor communication, but also a solution to it.
[bookmark: _Toc91801383]Models of Communication
[bookmark: _Toc91801384]Shannon-Weaver Model of Communication (1949)
In the simple messaging games among the participants in the communication, called the communication processes, were most influenced by the mathematicians Claude Shannon and Warren Weaver back in 1949. The difference between their process and today's process of communication is reflected in the lack of feedback connections. The mentioned authors of communication model understood communication as one-way linear. The disadvantage of this model is that communication begins on certain point A and ends at point B. Therefore, Claude Shannon and Warren Weaver in their model communication processes have neglected the circular dimension of communication.
NOISE

In this model of communication, the sender is a source of the message. The message itself is transmitted through a channel to a receiver. There may be certain obstacles in this communication process called noise. A person can be a sender or receiver (not both) and it’s limited for one more reason – it provides only one channel for only one message (Corey, n.d.).
Communication is considered effective when the sender transmits completely and accurately their ideas and feelings, and when the recipient interprets the message exactly as the sender wanted. Also, while sending message, noise should be reduced as much as possible in order to convey the message clearly.
This model does not consider the problem of meaning but deals with the study of the transmission and reception of the message.
In the case study ‘Maria and Pedro’, at the very beginning it is written that Pedro is working on a building site. Therefore, there is a large amount of physical noise that can affect the conversation, especially linear one, in which there is no feedback. The moment Maria called and told him to take a chicken, if he couldn't move to a little quieter place, he could call after finishing job and ask Maria what she really meant to say. 
Also, I had a similar situation at work. I was in a room with two patients, and they were talking to each other and laughing out loud. At that moment, a colleague from another room told me to put the sheet back in, and I understood ‘put the sheet in the sink’. When she saw what I did, she asked me about sheets in the sink and then I realized I didn’t understand her. 

[bookmark: _Toc91801385]Schramm’s Model of Communication (1954) 
The main difference between Shannon-Weaver and Schramm’s model of communication is that in Schramm’s model exist feedback. For this model, it is very important that the highlighting is placed on the reaction of the recipient, more precisely - on the way in which a message is decoded. 


Also, he established the “field of experience” concept, explaining that the greater the shared experience of sender and receiver is, communication is better. The reason is that individuals, depending on culture, religion, and background, can interpret the message in different ways (Juneja, n.d.).
Schramm’s model is a circular model of communication - from sender to receiver and back to sender again. This is exactly what was missing in the case of Pedro and Maria, and my case at work too. Pedro could call Maria and ask did she really meant ‘kitchen’. He would get feedback, and there would be no misunderstanding. On the other hand, I could ask my colleague did she really meant to put the sheets in the sink, and I would get feedback from her. 

[bookmark: _Toc91801386]Berlo’s Model of Communication 
Berlo’s Model (1964) of communication is SMRC model, it’s linear, without feedback, like Shannon and Weaver’s model. Speaker is in the centre and leads entire communication considering verbal and nonverbal communication, and the emotional aspect of the message. 
Source or sender transmits information using communication skills, attitude, knowledge, social system, and culture. Message is when thoughts are converted into words. This includes content, elements, treatment, structure, and code. Chanel refers to way of flowing information’s. These includes our five senses – seeing, hearing, touching, smelling, and tasting. Receiver or decoder wants to understand the sender using the same parameters as source. If source and receiver use the same parameters, communication will be successful only if they are at the same level (Panda, n.d.).


‘Knowledgeable speaker’ is when speaker clearly clarify information. It is important for the content and element of message to be impactful. Another concern is coding – because incorrect coding can fully change the meaning (Kalogiannidis, 2020)

[bookmark: _Toc91801387]Communication Skills
Showing strong communications skills is being able to deliver information to others in a simple way. It means that delivery of messages is clear and concise. 
If effective communication in the working environment is present, if every worker is heard, the outcome is trust between employees, workers will feel much better about themself, and they will be more effective. Otherwise, if there is a lack of communication in the workplace, it can lead to great dissatisfaction, and less productivity. That is why effective communication is key of the success.

[bookmark: _Toc91801388]Verbal Communication 
Verbal communication is the exchange of messages with words, that is, by speech, which can be spoken or written. 
Oral speech is a conversation, which is the basic form of verbal communication, but it should be emphasized that every conversation is not a dialogue, because dialogue, in the true sense of the word, exists only if two people who speak have completely different views.
When a message is transmitted through oral speech, the recipient is changing the message, and most often the changes are reflected in shortening the message, sharpening it, remembering only certain parts of it and assimilating, that is, combining memorized parts into a new message. That is happening due to various predispositions such as good or bad judgment, frame of reference, or our own point of view, selective listening, or the need to hear what we want to hear.
Communication in which a message is conveyed in written or printed form is known as written communication. It is the most reliable way of communication and is highly desirable in the business world due to its formal and sophisticated nature. The various channels of written communication are letters, e-mails, magazines, journals, newspapers, text messages, reports, hieroglyphs etc. Written communication can be formal and informal. Formal communication is one of the basic types of communication in modern business world. The purpose of it is to provide the reader with certain information. The way of communication is very important and there is a need to follow certain rules. Formal writing will portray you, your manners, and your education. Unlike formal communication, informal communication does not follow any defined line, it is realized through personal communication between its participants.
Choice of words also affects the quality of verbal communication because excessive use of professional terms, ambiguous or insufficiently clear expressions can create problems in understanding the message.
Also, it is necessary to pay attention to the tone. Whether it is in spoken or written communication, a lot can be deduced from the tone. We had an example in class: if we write an email while we are nervous, upset, we will convey that emotion to the recipient. If we leave that message, wait for a couple of hours, and start writing again, we will change a lot of things and the tone of the email will change.

[bookmark: _Toc91801389]Non-verbal communication 
In addition to verbal communication, there is also nonverbal communication, which affects the human perspective in a subtle but significant way. It includes body language, gestures, facial expressions, eye contact and attitude. Touch is a form of nonverbal communication that does not necessarily show feelings but shows personality. A strong handshake or a warm hug shows more than a pat on the back or a frightened handshake. The sound of our voice, including tone and volume are also signs of nonverbal communication. Avoiding eye contact, sweating, or a slight smile says a lot more than the words spoken. Dressing and decorating the desk is also considered a form of nonverbal communication. Nonverbal communication can show self-confidence, enthusiasm, also whether the person is actively listening.
Mary Ritchie Key gives two scenarios in her book ‘Nonverbal communication today’. The first scenario is when the teacher with a smile on his face informs the student that he received the lowest grade, and the second is when the doctor nervously informs the patient that all the findings are correct. In both cases, we see how important nonverbal communication is; in the first scenario the meaning would be different if there was no smile on the teacher's face, and in the second scenario we can ask ourselves whether the patient will really believe that everything is fine. (Key, 2019)

[bookmark: _Toc91801390]Active Listening
Active listening is the ability to notice exactly what the other person is experiencing and to offer them feedback on what we have noticed. Seeing means repeating what we have heard, explaining what we have understood and seeing how much it coincides with what the person wants to tell and explain to us.

By actively listening to the speaker, we give the greatest compliment - paying attention to that person, he feels that he is in the centre of attention. This encourages speaker to speak up and get valuable information. In that way, we are avoiding barriers in communication and respecting other people's opinions, attitudes, and feelings. Active listening allows interlocutor to feel comfortable, to have more trust in the listener and, therefore, to express more easily what they really wanted to say. (Rogers, 2007)
’Active listening requires listening for the content, intent, and feeling of the speaker. The active listener shows her or his interest verbally with questions and with non-verbal, visual cues signifying that the other person has something important to say.’ (Jahromi, 2016)

[bookmark: _Toc91801391]Conclusion
In the times we live in, the best way to manage stress and situations that hinder our business progress is to know how to manage our relationship with other people. The key to good relationship management is effective communication.
We are in constant communication with other people. We are communicating with words, tone of voice, body-posture, gestures, facial expressions, way of dressing etc. If we are already constantly communicating, we have to be aware of our ways of communication and master the skills that will lead people to react to us the way we want. It is necessary to be aware of our motives for communication in order to determine the ways in which we will adequately convey the information-message we want to send.
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