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1 Introduction 
The definition of Communication is to exchange thoughts and information between participants, that can be verbal or non-verbal. (Walter, 1995)
One of the methods of communication is the language; words used in a structured and conventional way and transferred by talking, writing, or gesturing. Communication is a skill which can be developed. (INC, 2020)
Communication is a two-way process which contains one message, minimum one sender who send the message and minimum one receiver who receive the message. The sender encodes the message and chooses the median where to send the message to, the receiver decodes the message and responds to the sender. (Hetfield, 2020) 
2 Models of communication 

2.1 Shannon - Weaver model (1949)
Straight-line (Linear) Mathematical theory of communication model which was created by Claude Shannon an electronic engineer and Warren Weaver a scientist. This model is perfect for mass communication, exchange of information on a large scale to a wide range of people. For example, Tv and newspaper. Disadvantage of the model can be misinterpretation, confusion, or misinformation, no feedback or not immediate feedback, focus on sender, message can be affected/change on the way to the receiver.  This one-way communication system has 6 components. Shannon and Weaver found that the message which sent from the sender can be interrupted in the channel, which can change the original message. They thought about psychical noises. (Drew, 2019)
The 6 components of the model:
Sender: the originator who creates the message, also chooses the channel and sends the message 
Encoder: the sender who uses device converts the message into signals
Channel: the sender chooses the medium where to send the message. A medium can be electrical tools like telephone.
Noise: different physical interruptions can change the meaning of the message 
Decoder/ Receiver: the device which is used to convert signals to message
Destination / Receiver: person or destination who receives the message  
Case study: Maria and Pedro








The conversation between Maria and Pedro was short, and straight-line, typical linear communication. Pedro misunderstood what Maria said in the telephone. 
Noise interrupted their telephone conversation. The noise from the building site was too loud around him. Also, he was at work and didn’t have time to talk at that time. 
However, if they would have used a different communication model, the message would have gone through. Maria could have asked Pedro to repeat back what she said, just to make sure Pedro got the right message; or Pedro could call back Maria later, when he finished at work.
My suggestion is to use Schramm (1973) communication model; in this case the outcome would have been better. 

2.2 Schramm’s (1973) model. 
Schramm model is built on the linear model, on the Shannon and Weaver (1949) model; but it has an additional component. The additional component of this communication model is the feedback, which means that receiver is able to respond to the sender’s message. Communication is not finished until the sender receives feedback from the receiver. Whit this model, the conversation goes on and complete a full circle between the sender and receiver. Wilbur Schramm believed that the two-factor, encoding, and decoding are the most important in order to have an effective communication between participants. It is primary for the receiver to understand the message; until that happens the message is not in use. 
For example, telephone conversation between participants. This is the most effective communication model. (Hetfield, 2020)
Case study: Maria and Pedro
In the case study the main problem is that Maria and Pedro didn’t finish the conversation properly. If they had continued with the conversation by asking for confirmation or feedback, Pedro wouldn’t have misunderstood Maria and bought the chicken. Pedro should have called back Maria because the message wasn’t clear. 



(Jones, 2020)



2.3 Berlo’s SMCR (1960) model
Created by David Berlo. This model has 4 components: Sender-Message-Chanel-Receiver (SMCR) and more complex than the Shannon and Weaver model, because the 4 components are affected by various factors. This communication process is also a liner model, where feedback from the receiver is not possible. The model focuses on encoding the message before the sender sends it and decoding the message before it arrives at the receiver. 
Sender and Receiver both can be affected by the following factors: communication skills, attitude, knowledge, social systems and culture. If the sender or receiver is affected by any of these factors, the message can have a different meaning and the communication may not be efficient.
Message can be affected by the following factors: Content, elements, treatment, structure and code.
Channel can be affected by the following factors: hearing, seeing, touching, smelling, tasting
In this model the communication is most efficient when the sender and receiver are on the same level, for example they have the same skills or knowledge. (Bhasin, 2021)


 										






Case study: The Professor and the village people
In this case study it is clearly noticeable that the Professor and the People who live in the village do not have the same level of knowledge, and the same level of education. Therefor when the Professor asked for help, they didn’t understand what he wanted as he used more distinguished language. The professor should have considered the level of language he should use when he speaks to the people who are not academic. 






3 Communication skills
Communication is primary and one of the most important skills to be successful as an individual or as part of a team or at the workplace (Narula, 2006).
3.1 Verbal communication
Verbal communication (things we say) – written and spoken language and symbols
Verbal communication can be written, signed or spoken and it requires using words. Language is used for communication. By using information technology, verbal communication between participants at various locations is now possible, distance is not a problem anymore. (INC, 2020)
When people communicate verbally, they need to be aware that different factors can affect the message. Therefore, it is important to be efficient and deliver the message’s meaning properly otherwise the listener can misunderstand that. 
To be an effective communicator it is essential to combine verbal and non-verbal communication correctly. (Quintanilla et al. 2020)
For example: during a job interview, the candidate’s non-verbal communication (candidate’s attitude and body language) must reflect the candidate’s verbal communication (written CV, covering letter)

3.2 Non-verbal communication:
Non-verbal communication (things we don’t say) - body language, signals and sign language
Verbal and non-verbal communication can say different things at the same time. It is mandatory to control that and learn how to give the right expression especially at the workplace. If people interact and use open body language with someone who they talk to, the other person feels more comfortable to share information. Non-verbal communication is a tool which helps to deliver the written works’ meaning more efficiently. (Quintanilla et al. 2020)
In health and social care to able to understand and use non-verbal communication and body language (gestures, eye contact and tone of voice) is essential. It helps to build the relationship between health care professionals and patients. (Moi, 2018)
Case study: A Day with the Chief 
When Mark meets the chief officer, Alana. 
He feels very nervous about the meeting but when he arrives and enters her office, he relaxes because Alana welcomes him and makes him comfortable; Alana shows a good verbal and nonverbal communication and listens actively, there for Mark feels free to talk comfortably. However, unfortunately Mark is now too comfortable, his communication style changes, and he isn’t talking properly about his collegues and their work. His body language isn’t appropriate either. Alana stops the conversation and sends him away.
Alana communicated correctly. Mark made lots of mistakes for example: asked for a promotion straight from the chief, when the meeting subject was not about salary, he talked about his collegues inappropriately and his body language was not right for a workplace. These mistakes can be improved by learning the right verbal and nonverbal techniques to give the right expression. For example: physical appearance, body language and attitude control in different situations

3.3 Listening 
Communication is a two-way process therefor participants have to listen to each other to establish a conversation. Listening first is crucial in order to respond to one another.  Most people remember only 25% to 50% of the of what they hear. It is not because they have memory problems, this is caused by the lack of their listening skills (Crockett, 2011). Nowadays different factors can affect people’s listening skills, for example: people are coming from different backgrounds, they have language differences etc. Most people think that hearing and listening have the same meaning, but it is not correct. Hearing is a physical ability which helps people to receive sounds, and listening is a complex communication skill, which is developable. (Quintanilla et al. 2020)   
Excellent listening skills require paying attention to verbal and nonverbal communication. To develop this skill requires lots of practice. Barriers can affect the individual’s listening for example: external noises, internal noises or loss of attention. By active listening these barriers can be evitable. Active listening is when the person gives the speaker their full attention, does not interrupt the speaker, asks positive questions. Listening skills have different types: informational listener, critical listener, and empathetic listener. (Quintanilla et al. 2020)
3.4.1 Informational listener
When people want to understand the message, the information, they simply listen, they don’t judge, criticize, or evaluate the message, they just listen and learn. This skill requires an open mind (Quintanilla et al. 2020).   
3.4.2 Critical listener
Critical listening is a process for understanding what is said, listening for every detail of the conversation. After that the listener judges, and forms an opinion, evaluating the strengths and weaknesses of the content, agreeing or disagreeing with the information (Quintanilla et al. 2020).   
3.4.3 Empathic listener
Empathic listening is the practice of being active and responsive during conversation. Listening empathically is an emotional connection with the other person. Also, it requires the listener to consider the speaker’s input (imagine placing yourself in the speaker’s place) Emphatic listening also called active listening or reflective listening. This listening type gives support and encouragement rather than advice or criticism to the speaker (Quintanilla et al. 2020).   
Case study: Max the multitasker 
Tamara was interrupted Max by calling him on his mobile phone when he was busy with another client. Although Max told Tamara, he was busy, she wasn’t patient and wanted to change the venue’s date immediately. Max wasn’t listening actively, but he said yes to Tamara’s request. After that Max forgot to change the date. Neither of them followed up the telephone conversation they had, so the mistake was unavoidable. When everyone turned up at the venue on the wrong date, it was chaos. Max apologised and offered a good deal to the family, but they didn’t accept that. Max tried to call Tamara many times to talk but she didn’t answer. To avoid these kind of communication mistakes, that is important to be effective communicator and an effective listener, what communication model we use and what communication skills we have.
4 Workplace experience
My manager asked me to do extra work. She didn’t request that in a proper way, she gave me brief instruction only when I met her in the hallway at our workplace. I was happy to help and worked so hard and spent lots of extra hours to complete the work before deadline. I gave her my work one day and she didn’t like that. She said that is not what she asked of me. I was confused because I remembered clearly what she asked for but she remembered differently. I didn’t have any evidence to prove to her because I had only received a short instruction, face to face, and it was a one-way communication between her and me. I didn’t have any email or letter, nothing about her request, no instructions, nothing about any details which could have helped. After all, it was a good experience because after this, I always make sure I have proper effective conversation with my manager, and I always ask for a written confirmation. It is important to understand each other, especially at the workplace. 
Similar to Maria and Pedro This miscommunication would not have happened If I had asked for more information and feedback form the manager. If the communication between us would be circular not linear… work together would have been more effective.  

5 Conclusion
This report is aimed to introduce communication; to demonstrate three communication models by using case studies to show how important it is to understand how we communicate with each other. I shared my own experience of poor communication at a workplace as an example and analyzed that how it can be managed to avoid similar mistakes in the future. The report includes reviews about different communication skills, and it reflects on those each with a case study. It is emphasizing the importance of learning how to communicate correctly, how people can be efficient communicators by practicing the skills of verbal, non-verbal communication, and the listening skills.
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