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1. Introduction :

Communication  is  the basis  of  so  much of  what happens  in  the  workplace  and  indeed in our  private lives . Without  effective  communication our  lives  are  so  much the poorer and  with  so  many  more  problems (Thompson,2018).
Communication  is  the act  of  sharing or   exchanging  information with  someone  by speaking ,writing ,gests ,mimics etc.
Good  communication is   very  important   in all  aspects  of our  lives – personal and professional. Being  able  to  communicate  effectively is one  of the  most  important  skill  to  learn. 
The purpose  of  this  report  is  understanding of  my  learning experience about  communication ,it outline  three  basic  models  of  communication  and    explain   process of  each .Next will  focus on verbal, nonverbal ,written, formal  and  informal  communication- meaning and  importance  of  each. Finally ,will  define the  communication  in  my  workplace , what  is poor communication .I will  refer  to some  example  of  poor  communication  from  my  workplace and  methods  how  it  can  be  improved.

2. Models of  Communication :

Models of  communication   are  conceptual  models  used  to  explain  the  human  communication process.
In  years the study  of  communication   was  developed  three  basic   models  of  communication  process :Shannon – Weaver ,Berlo and  Shramm’s  Model of  communication.

2.1 Shannon-Weaver Model :
Shannon-Weaver Model  was  developed in   1948  by  an  American mathematician – Claude Shannon and a scientist Warren Weaver.
They  presented  the  following   model  to  explain   the  steps  of  communication. According  to  their model the  steps  are :
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To  understand  this  model is  important    to  define each  key  element :
For example  I am a  sender   and I write through  my  phone  a  message  into words  I  send  this  message  through the  chanel (phone) ,   it  arrives  to  the  receiver  and it  decodes the  message .As  message  travel  into  a  chanel can  appear  noise  that can  modify  or  misunderstand the  message .Feedback    is  when  receiver  tells the transmitter that he/she  received  the  message  and  interpretate  it  accurately.
In  class we  discussed a  case study Maria and  Pedro .According  to  this  case  study  Maria is  Pedro’s  wife. While Pedro was  at  work  she  called  him  and  asked  to  buy a  chicken  when  he  will   come   back  at   home. But  Pedro    didn’t   understood  properly her  he  thought that  when  he  will  come back  at  home,  he  will  find  Maria  in   the  kitchen .According  to  Shannon  Weaver model  of communication:                              
Sender(Maria)[image: Arrow Right with solid fill]Encoder(Maria’s message)[image: Arrow Right with solid fill]Chanel(Maria’s phone)
Decoder(Message  decodes  to  Pedro’s phone)[image: Arrow Right with solid fill]Receiver (Pedro).
Noise  affected  the  communication flows  between  them and the  Pedro misunderstood Maria .

2.2 Berlo model of Communication :
 Berlo  is  one  of the  most  famous  model of  communication .It  represent the  process of  communication  in  it  simplest  form .David Kenneth Berlo  wrote  the  book  “The Process of  Communication “ .In  his  book  he focused  on  the  purpose and  objectives  of  communication  and  created  Berlo’s model  of  communication . It is the  process  of  sending and receiving messages through verbal -oral  communication  or  non-verbal-writing  signs, simbols  etc .For  an  effective  communication sender and  receiver should  be on  the  same level ,this   model  don’t  contain  feedback ,it  doesn’t  mention  the barriers of communication and  there is no  room  of noise.
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Source is transferring information to  the  receiver by putting  his  thoughts  into  words. Process by creating a message is  named Encode .Chanel   is  how  information  flows  from  sender  to  receiver .When the message go  to  the receiver  he/she is trying  to  understand  what actually  wants-this  process is named  decoding. And receiver  is the person  who  receives  the  information.
2.3 Shraam’s  model  of  communication :
Shraam’s  model is  build  that  communication  is  2  way  street  with  a  sender  and  receiver .Shraam’s model of  communication   was proposed  by  Willbur Lang Shraam in  1954 and  its  origins from  Shannon Weaver model . He launched the first doctoral programme in  Mass communication  studies   in the field  of  journalism in  the  University  of  Iowa .This  model  is characterized by  systematic  noise ,differences ,misunderstandings that  cause  the  message  to  be  interpreted differently.
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It is  circular model :
For example:
Jane  sends  a  message  to David, When David receives the  message he  reply  to Jane  ,when She  receives  the  message  she  reply  back  to  David .And  the cycle  continue. 
I will refer to  another  case  study  that we  discussed  in  class about  Max and  Tamara. Max was  a  very  good  organizer for   different  events ,but  he  was  very  busy   because  he  was  doing al  jobs by  himself. Tamara asked  him  to  organized her parents 50th wedding   anniversary .  After  a  few  days  Tamara  called  back  to  Max   to  change date  of  anniversary  with  a date  earlier and  they  agreed with  the  new  date.  In  the  same  time  Max  was  on line  with  another  client . When  Tamara  and  her  parents  came to  event  there  was  another  anniversary .This  case  study   I  will refer to  Shraam’s  model  because  messages  encoded  and  decoded  between  Tamara  and  Max  was  in a cycle  way. Ans  they  misunderstood  each  other  because  was  in  the  different level  of  understanding. Max  was to  busy  and  forgot  to  change  the  date  and  Tamara  could  send a  message to reminded  to  Max about changes  because she   knew  that  Max   was  doing everything  by  himself.
3.Communication  skills :
Communication skills is  ability  to  share  ideas  and  feelings effectively. It  allows  to  understand and  to  be  understood  by  others . Developing  communication skills  can  help  to  advance in  the  workplace .It  can  be  used by  giving  and  receiving different  kinds of information : written, spoken  or  even body  language. Communication  skills involves  listening ,speaking ,observing ,and empathising .This skills  are  important  when someone  is  speaking  face  to face ,video calls or  through  letters  and  emails.
3.1 Verbal  communication :
Verbal  communication  is   oral  communication  when   message  is  transmitted  through  words. There  are  two   types  of  verbal  communication : oral  and  written. Oral  communication is  through words : face  to  face  communication ,voice  chat ,videoconferensing, telephone calls .Written  communication  people can interact each  other   through letters ,sms ,social  media. The  effectiveness of  verbal  communication depends  on  the  voice tone of  the  speaker, volume ,speed, clarity  of  speech ,body  language and  quality  of words used  in the conversation .
3.2 Non-verbal communication :
Non-verbal communication is without words ,but  is using  body  language : eye  contact ,hand gestures or tone  voice. By observing others  people  non verbal signs ,it helps to  understand  how a  person   is really  feeling. For  example : if  a  person  is not  looking  you  in  the  eyes  it  means that  this person  can   be  shy  or might   feel  uncomfortable or  is  hiding  the  truth . Another example  would  be  when  we  see a  relaxed  person  arms  open  ,legs  relaxed  and  a  friendly  tone of  voice will encourage  others  to  speak  open  with this person.
3.3 Written  communication :
Written  communication  is when someone send messages or instructions in  a  written  format  through  emails ,memos , letters ,blogs ,websites etc. Good  written  communication depends  of  many  factors  audience ,the  topic  or  purpose in  communicating .But  all  effective  written  communication  have  some  characteristics in  common : good  writing  communication  forms   a  connection  between  reader  and  writer, message  should be  clear ,easy  to  understand  and with  right  grammar  spelling .Some  advantages  of  written  communication  are :
· it  allows for  permanent records and it  is  good  for  making references.
· Written  document  has  more  weight and  validity than  spoken  words
· Is  more precise.

Disadvantages :
· Can take a considerable amount  of  time  to  produce it .
· Blind people  can  not  receive this  type of  communication.
· Feedback  can not  be  immediate and  can  create some  issue if  is  necessary immediate answer.
· If the  writer  has  poor  writing  skills than  is higher probability that receiver can  misunderstand  the  message.


3.4  Formal  communication :
Formal communication refers to communication  taking  place  through  official  channels in  an  organization  designed by  management .It is  used to assigned tasks ,duties  to the subordinates, also to  established targets . There is three  types  of  formal communication:
· Vertical – communication between  superior  to  subordinate 
· Horizontal – communication between employee who  works in different  department but  are  in  the same level i.e. communication  between  marketing manager and  production manager.
· Diagonal – communication  between employee  that works  in  different  department  and  different  levels. i.e. communication  between Supervisor and Marketing manager.

3.5  Informal communication :
In informal  communication is  one  that  does  not follow any  lines  of  communication and  moves  freely  in  all  direction.  People  who  works in  an  organization they  usually  interact each  other communicate about  their  personal  life ,sharing  the   opinion  and getting to  the  casual discussions .It  also  can  be  used personal  communication between friends  or family  members .Informal communication  can   be face  to  face ,by  telephone  or text  message. Compare with formal, informal communication does not  follow any  organizational  rules.
4. Communication in  my  workplace :
Communication  is  very  important  in  the  workplace. Good  communication is  an  essential  tool in  achieving  productivity and  maintaining strong  working  relationship  at  all  levels  of  an  organization. Poor communication  can  create  many  problems  in  the  workplace : leads to  negativity ,employee mistrust ,bad  interpersonal  relationship.
In  my work place I  had  poor  communication  examples :
First case :
In  our teamwork  was  very  good communication  between  almost  all members .Only  one person  had  a  poor communication  with  everyone. This  person  had  bad  relationship  with  all  of  us  because wanted  to  be  a  leader ,thinks  that she  is  the  best  and didn’t appreciate  others. In  one day I came  to  discuss with  our  team  member  about  work ,even this  person wasn’t  near  us   she saw that  we was discussing  and  thought that  we discussed  her. And started  to  shout at  us  why  we  was  discussing  her.
Second  case :
At  my  workplace  I  work  a  lot   with  the  clients  and  sometimes   because  we were  very  busy  I  didn’t  gave  many  questions  to  the clients to  understand  properly  there  needs and  very  rarely  could  happens small  conflicts  between  me  and  clients.

4.1. How  to  improve  communication  in  my  workplace :
Effective  conflict resolution  skills  are  imperative  in   workplace , because  this  can  improve  the  organization where  we  work  and  can   fix relationship   between  team  members.
In  the  first  case  discussed  before  when  I  saw  that  appeared conflict  I  understood that the  issue needs  to  be resolved  immediately and  openly. This  conflict  could be  avoid if I called  this problem  person  and  she  could  here  what  we  are  speaking  about  or  she could  come  closer  to  us  and  to  listen  me .This  way  we  could  avoid the  conflict. Of  course  I  immediately resolved  the  conflict situation  between us. With  empathy and  calm  manner  I  explained  to this person that  we  discussed  about work  and  told  in  detail  what  we were speaking  about and  then  she  understood that wasn’t   right. Resolving  the  conflict  situation  I  avoided   to  be  stress  feelings between  us ,we  could  all do  our  work  in calm  atmosphere.
In  the   second  case  the  conflicts  between  me  and clients  could  be avoided  if  I  wasn’t   so  stressful  that is  busy   time  and there  are many  clients . If  a had  more  patient, listening  better  the  client and  asking  more  questions  about  item  that  client  would  like  to  buy the  situation  could  be  avoided. In  the  sales industry  the  client is  always right .When  appears  this kinds  of  small  conflicts I  tried  to  calm  the  person ,by asking  more  questions.

5. Conclusion :
In  this  report I  have been written about  my  understanding  of  learning  experience. Communication  skills   are  important  to  build   a  good  relationship  within an  outside  of  an  organisation. Verbal  and non-verbal  communication are  different  but are  not  contradictory  to  each  other, both  goes  side  by  side for  human needs. Verbal  communication  is  an  important  part  of  our  life  as  we   use  words to  communicate .But  someone  who  can’t   speak can  use   body language  signs to  show  emotions -anger ,happiness etc. Written  communication  is   a  part  of  our  life and  businesses  couldn’t  survive without it. Formal and informal  communication  create  a  good  relationship between  employee .And  in  the  final  part  I  discussed about  my  own  experience  of  conflicts that I  had in  the   workplace  and defined   how  I  could  improve  the   communication  in   my  workplace.
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