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[bookmark: _Toc37514642][bookmark: _Toc37514725]Introduction
This report scope is to analyse different models of communication, in order to explain the importance of this skill. I will analyse Berlo’s model of communication, evaluating each one of its components, relating to my workplace experience. Another important skill, active listening, is going to be defined and linked to my own experience, in order to be analysed.


[bookmark: _Toc37514643][bookmark: _Toc37514726]Models of Communication
According to Narula(2006), “a model is presentation of a real phenomenon in abstract terms that can be applied in different forms at different times”. Communication models are presenting a simplified process of it, to make people understand the complexity and the major changes that are occurring inside of this extremely important process, how the components of communication operate and interact (Narula, 2006). Among all models of communication is important to remind about three most well-known ones, Shannon-Weaver model, Berlo’s model and Schramm’s model.
[bookmark: _Toc37514644][bookmark: _Toc37514727]Shannon-Weaver mathematical model
Considered to be the mother of all communication models, Shannon-Weaver model is a linear one, that appeared in 1948 article called “A Mathematical Theory of Communication”, that gives the big picture of how messages are sent and received. This particular model consists of six key elements, like sender, encoder, channel, noise, decoder and receiver, later being introduced the seventh one, feedback, by Weaver, as a response to the criticism of the initial model. This change made the model become cyclical from linear (Drew, 2020).
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Fig. 1: Shannon-Weaver Model of Communication (Drew, 2020)
[bookmark: _Toc37514645][bookmark: _Toc37514728]Berlo’s Model of Communication
Berlo’s model of communication was published in 1960, by David Berlo, with his origin in Shannon-Weaver model, which describes the elements that have an impact on each component of the communication, making it more efficient, and in the same time focusing on encoding and decoding of the message. It is called also SMCR model, because of his four components, source, message, channel and receiver, which are affected by a series of important factors (Businesstopia, 2018).
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Fig. 2: Berlo’s SMCR Model of Communication (Businesstopia, 2018)
[bookmark: _Toc37514646][bookmark: _Toc37514729]Source
Source (sender) is the person or device that is sending the message, encoding it, such way that the receiver will be able to decode it. This component of Berlo’s model of communication is affected by several factors, the same ones that are affecting the receiver in the same way. 
Communication skills of a person are an important element that is affecting the process of communication. If the sender has good communication skills, then the message will be communicated better (Businesstopia, 2018). From my experience I know that good communication skills are a must when you have to work with people, and in my case, in hospitality. Most common example that I can give from my experience is the language barrier. English being the second language, I have colleagues that they do not know to speak it very well. In that case the communication process is becoming difficult, and the message sometimes impossible to be understood. Or another example that I can give related to communication skills, is when a manager, or even a colleague know what tone of voice and what words to use to send a message in an effective way. Is a big difference if I had been told to do something in a nice way, and to be told to do that particular thing by yelling or without describing exactly what I have to do.
Another important element is the attitude of the sender and of the receiver, having an major impact on the meaning of the message (Businesstopia, 2018). For example, if a guest, in my case, is talking to me nicely, but in the same time is giving faces, or has a defensive posture of body, then I will receive the message in a bad way. Some of the customers are doing this when they are bothered about something, but they do not want to start an argument with the servers, or they are waiting for complementary things, like coffees or deserts.
Knowledge is also an important factor that affects the process of communication. The message is communicated in a more effective way if both, sender and receiver, are familiar with the subject (Businesstopia, 2018). For example, for me is much easier to communicate with one of my colleagues about waitressing, than with a person that has another job. There are concepts that, that person may not understand, like why I have to ask people to queue for a table, or when is about the closing procedures, that some customers do not understand that closing means closing, and I am risking the licence of the restaurant.
Social systems are playing an important role here too, because sometimes the difference of generation, values, beliefs, laws, rules, religion and many other factors can have a major impact on communication process (Businesstopia, 2018). It happened for me many times to have a difficult communication with one or more colleagues on different themes, because as human beings we are meant to be different, and my opinions sometimes are not the same like other people opinions.
And the last one, but with a massive importance is culture. Cultural differences have an important impact on the meaning of the message (Businesstopia, 2018). I have been working with many people with different nationalities, and with some of them is harder to communicate, because I might offend the other person without knowing, and I always have to pay attention to the words that I am saying.
[bookmark: _Toc37514647][bookmark: _Toc37514730]Message
According to Businesstopia(2018), “a message is the substance that is being sent by the sender to the receiver”. This component of Berlo’s model of communication can be in the form of voice, text, audio, video or other media, and is affected by several factors as well, like content, elements, treatment, structure and code. The content is the entire message from beginning to the end, that is affected by the elements, that are non-verbal things, like body posture, gestures or many others. The treatment represents the way in which the message is delivered to the receiver, affecting also the given feedback. The way of a message to be structured affects also the effectiveness of it, and the code is the way the message is sent, like through language, text or many others (Businesstopia, 2018).
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The medium through which the message is sent, it is called channel. According to Businesstopia(2018), in general the communication use the five senses of human beings, hearing, seeing, touching, smelling and tasting, as channels, and in mass communication there might be used technical machines.
[bookmark: _Toc37514649][bookmark: _Toc37514732]Receiver
Receiver is the person who receives the message in this process, being affected by the same elements as the sender. If the sender and receiver are not similar the effectiveness of the message may not be as good as intended (Businesstopia, 2018).
According to Businesstopia(2018), criticism is brought to this model of communication, because there is no feedback, so the effect is not taken in consideration, the concept of noise or any other barrier in this process does not exist, there is no two way communication, being a linear model, and according to all elements that are affecting this process, sender and receiver must be similar.
Working as a waitress, communication plays a vital role in my job. If this model would have a concept of feedback, and if it would exist a two-way communication it would be almost a perfect one, because is describing most of the factors that are affecting our day-by-day process of communication. Including all types of communication, I am using Berlo’s model of communication every minute at my workplace. From gestures and body-language to the pitch of said words, everything counts for an effective communication process. I am always trying to listen very carefully the messages that I am receiving, and to change my way of explaining things, to be understandable for the person I am talking to. Sometimes I find it difficult to communicate, English being my second language, and where I do not know how to explain something, I make use of the gestures, to make my message be understood.
[bookmark: _Toc37514650][bookmark: _Toc37514733]Active listening
Active listening is an individual’s willingness and ability to hear and understand, where paying full and careful attention to the person who speaks, without making any premature judgement, with reflection on understanding, clarifying received information, summarising it and sharing it, are involved in this whole process (Hoppe, 2018).
According to Quintanilla, K.M. and Wahl, S.T., hearing and listening are two totally different things. Listening is recalling the importance of nonverbal communication, which helps us to make the difference between content and layers of messages. Requiring a higher concentration on the verbal and nonverbal messages, effective listening is central in fostering interpersonal relationships between individuals. As there are differentiations between hearing and listening, there are also different types of listening, such as informational, critical and empathetic, which individuals will engage into, in their professional career. Informational listening occurs when we are focused on the message received to gather knowledge. Critical thinking is requiring us to evaluate and analyse the information received, and after to put in balance the advantages and disadvantages. Empathetic listening is when we are listening the speaker in order to understand their point of view, without making any judgement. According to Quintanilla, K.M. and Wahl, S.T., active listening is rather a “way to listen” than a type of listening (Maund, et al., 2017).
Working in hospitality, I saw many times that active listening is a problem for each individual, depending on the situation surrounding us, workplace environment, or even being affected by our personal issues. It happened to me too, to not be an active listener, not because I did not want, but because I was having other problems that were taking all my attention and giving me internal noise. Or sometimes, I did not want to listen to my superiors when they were telling me about a task that I should complete, just because I thought that I know what I have to do, and to realise after woods that I should have listened what they had to say, without interrupting them. I think that who manage to be an active listener has many things to gain, for example, a higher position in the organisation. And not just at workplace, but also as a student, who knows to manage this skill will be a winner.


[bookmark: _Toc37514651][bookmark: _Toc37514734]Conclusion
This report analysed Berlo’s model of communication, in order to explain each of its components. Relating it to my own experience I understood how communication process is going, what means an effective communication and how to apply it. Even though Berlo’s model of communication is a linear model, that is not requiring a feedback, I think that is the most evolved model, that explains which are the factors that are counting for an effective communication. Also, we have to understand that external noise can interfere, breaking the effectiveness of the communication process, even if they are not presented in this model.
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