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INTRODUCTION

Communication is very important to be able to deal with any situation that life offers you. It can relate to work situations or simply daily situations, relating to people who can be your employer or simply a relative or friend. Communication is a process in which information or thoughts are exchanged between two elements through conversations, symbols, body language. Very frequently one can find a sender, a message, and a recipient in the communication process.
Communication is still possible even if there are additional barriers due to different languages or cultures, however this needs to be managed with solutions or alternatives to ensure an effective communication process. Being able to listen, understand, and respond appropriately to conversations, ensures that your relationship with others does not clash with situations which could cause a misunderstanding. This report will cover the communication skills and the three models of Communication, using examples from a case study and a real-life example.

MODEL OF COMMUNICATION

SHANNON AND WEAVER MODEL
This is the main model of communication, the simplest and the most modern compared to the other 2 modules and has been called the "mother of all models".
In 1948 Claude Shannon published "A Mathematical Theory of Communication" article in the Bell System Technical Journal.
The model process is simple and linear, the message starts from the sender and through the channel, where the noise is, reaches the destination. It is used for communications with the technological channel where it`s present the encoder and receiver, which are machines that encode the message.
The noise in the channel, can interrupt or distort the message, and if the noise it is due to the sender sending the original unclear message or the receiver misinterprets it`s called internal noise; while if the noise is caused by a channel problem, such as technological channel problem, it is called External Noise.
The "feedback" which has been an element for much criticism, was added later and has an irrelevant position in the model
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SCHRAMM MODEL

In 1958, Wilbur Lang Schramm published his communication model based on the previous model Shannon/Weaver, using a process between a sender and a receiver. Schramm compared to the Shannon and Weaver model, has now included an important variable such as the experience and interpretation of the sender and receiver. Schramm bases his model with a coding-decoding-interpretation cycle.
The communication starts with the sender, the person or machine who need to encoder the message and transmitter as signal.
The signal it`s going to be receive overhear by the receiver.
And the receiver needs to understand and decoder the message. The sender needs some feedback from the receiver on how the message was receive.
Something can happen to the signal called noise, noise in the room or even emotions or moods can impact the signal.

	Sender

	M↓ ↑M

	Receiver




BERLO`S MODEL
In 1960, the American communications theorist David Kenneth Berlo published his communication model, also using the idea of Shannon and Weaver.
This model is also called "S-M-C-R” because it has 4 main factors such as, sender, message, channel and receiver. 
It is a model that transmits information The sender encodes the message and the receiver need to decode the message, which passed through the channel.
Being a one-way model, it conveys information, and we do not find the feedback
The sender and the receiver must have the same thought for communication to be effective. The message may not have the same expected effect if the recipient and sender are not similar. The receiver must also have excellent listening skills. The main drawback of the model is that it omits the usage of the five senses as a channel.

[image: berlo's model of communication]

COMMUNICATION SKILLS

VERBAL COMMUNICATION

Verbal communication are messages that are conveyed through a conversation in spoken or written language. Communication skills are important for a greater possibility of concluding the process between sender and receiver, overcoming barriers and misunderstandings. Barriers can be spoken language difference, spoken language or writing skills. 
Each form of communication situation presents different choices of words and skills including the tone of your voice.
For example, in a job interview it is advisable to choose professional words, using appropriate tones, while if you speak with a friend or family member the choice of words will be more friendly and relaxed.

WRITTEN COMMUNICATION

Written communication is a communication process between sender and receiver through letters, reports, emails.
The success factors for conveying your idea in writing are using accurate and clear words, conveying an idea for each sentence and being consistent in what you write with what you are thinking. The first sentence should be the most important in the paragraph, emphasizing what you want to introduce. Having a very positive and sincere tone encourages the receiver to follow you and read your message with pleasure.

NON-VERBAL COMMUNICATION

Nonverbal communication is a way of expressing an attitude or a feeling, such as the 6 universal human emotions (Happiness, Anger, Sadness, Envy, Fear, Love) without the use of words but using signal or body language or signs.
Having a combination of verbal and nonverbal reinforces your verbal communication during a conversation.
There are 4 categories of nonverbal communication:
Aesthetic, which is communication with art, music, dance.
Physical, which can be a smile or wink during a conversation and is the most used.
Signs, used to indicate a special and direct meaning and finally Symbols on material objects (e.g. road stop sign).
Body language is a way of expressing emotions through your body. It is useful for repeating, contradicting, or substituting for your verbal message.
The impact that nonverbal communication has on the conversation is based on a percentage:
Vocalist 38%
Verbal 7%
General body language 55%

LISTENING

Listening is an important element, and it`s easy to confuse Hearing and Listening.
Hearing is the physical gesture that our body automatically makes while listening is the ability to concentrate to help understanding what we hear.
Active Listening is the effort you put into listening carefully to the person speaking without being attracted to the distractions and noise around you.
Empathic listening is when you identify with the person speaking, sharing the same emotions.

CASE STUDIES

In the case study of Maria and Pedro, Pedro misunderstood Maria because Pedro, working on a building site, he had a lot of noise around him for understand what Maria said, or the reception of the call was not enough for Pedro to get the message clearly.
The right model to explain this misunderstanding is Shannon and Weaver because there is an element called noise that distorts the message the sender sends to the receiver.
The confusion could be prevented thanks to a possible feedback from Pedro after receiving the message from his wife, by potentially repeating the message to make sure he understood correctly.
The model that can nullify this misunderstanding is the Schramm model, because the receiver gives feedback to the sender.

In the case study about the professor and the villagers the professor used the word "conflagration", a word difficult to understand for the villagers who had a different culture to the professor and therefore had interpreted the professor's message incorrectly. The professor should have used a simpler and more direct language so that the message was easier for the villagers to understand.
The communication model that can explain this situation is the Berlo`s model, because in this situation there are factors such as knowledge, communication skills and different cultures between the sender and the receiver that alters the interpretation of the message, also the element of noise does not exist.

In the case study of Tamara and Mark, the miscommunication impact on Max’s business and reputation. Max was not actively listening to Tamara during the call as he was severely distracted by his other priorities and was on another landline call. This made him unable to focus on her request to change the date. In addition, the verbal communication between the two was probably not helped by background noise source which all contributed to the mistake. There are several elements that could have prevented this situation, apart from the fact he should have employed a secretary. Max should have not picked up the mobile to Tamara as he was already communicating with another customer on the landline. He should have let it go to voice mail and then listened to her message when he was free. 
In the case study of “A Day with the Chief”, I would have accepted the offer of a drink and been courteous about accepting it. Loosening your tie, crossing your legs etc. is the incorrect body language you want to convey to a CEO. He became over familiar with the CEO and should not have given his opinion of his manager and the sales situation. His relaxed his body language and then his poor communication of giving his opinion on business in London and poor salary that was not asked for by the CEO. Hence, he naturally was shown the door.

EXAMPLE OF POOR COMMUNICATION IN MY WORKPLACE
An example of poor communication in my workplace I can say my colleague who talks badly about the work done by my colleagues, leaving complaining emails to my boss, never talking face to face with any of my colleagues. It would be better if my colleague approached the problem face to face without playing a passive role.
Another example concerns a colleague of mine who is in charge of closing the shop.
I gave advice and information to him about the steps required to close the store successfully. Unfortunately, he always forgets what to do and other staff members consistently give him bad feedback on this point. This is an example of hearing what I said but failing to listen. It would be better in future if he asked me questions to clarify about the tasks to be performed so he can improve his understanding. If he did this, he would not continue to forget about important tasks and potentially improve is standing with his work colleagues. 

CONCLUSION
As we have shown, the communication process is a very complicated one. From the early models like Shannon and Weaver to the later Berlo`s model our theoretical understanding is constantly improving. It is interesting that against this background, we must add the complexity of different senders and receivers background culture, languages and understanding. This last element “understanding” could be the most important element in seeing if the communication has been ultimately successful. Asking someone to bring back apples from a supermarket and they bring back oranges, shows that poor communication can have social consequences which can have a negative effect on people, in this case no apple pie for dessert. Peoples skills level will always be at different and changing levels and ultimately it is the responsibility of the sender to endure they better understand their target audience when they want to communicate more effectively with them.   
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Fig. |—Schematic diagram of a gencral communication system.




