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[bookmark: _Toc70192311]Introduction.

Communication is considered as one of the most important skills for human beings and of major importance for human development and progress and because of it, there are various definitions of the term. Keyton (2011) looks through communication as a process of transmitting information and a common understanding of it from one person to another. The only drawback of this definition is that it does not stress the fact that there is no communication if there is no common understanding on both sides of the line. Hans and Hans (2014) state that communication is a combination of all the things and actions that listener takes to gain understanding of the mind of another. U. Kumbakonam (2016) says that it is sharing meaning and without it, we are not able to talk about communication at all. G. Brown concludes that it is “a transfer of information from one person to another, whether or not it elicits confidence. But the information transferred must be understandable to the receiver”. There are numerous definitions, and the list could be endless. This only shows how deep is the influence of communication of human life and existence. 
[bookmark: _Toc69514143][bookmark: _Toc70192312]Models of communication.

As a result of long years of study and discussions on communication, a few models have been created. They can serve not only as frames for communication, but they also can help in rising, discussing and solving problems (Petersons and Khalimzoda, 2016).  The most important and significant will be discussed further. 
[bookmark: _Toc69514144][bookmark: _Toc70192313]Shannon and Weaver model of communication.

In 1948 the mathematician Claude Shannon and the scientist Warren Weaver created a model, whose initial aim was to improve technical communication (Drew, 2020). Later the module was widely accepted in the science society and recognised as one of the most successful models of communication, even though it was also widely criticized by many other scientists. Foulger (2004) says that according to Shannon – Weaver model communication is direct and unidirectional, which is not true, and, in most cases, communication is indirect and rarely unidirectional. He also talks about the static and linear structure of their model. Besides all these critics on the model, it gives a very good explanation of the way a message could be mixed or misinterpreted while travelling from sender to receiver. It traces the 
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Fig.1 (Drew,2021)
path of the data from sender to receiver in five main steps. The information source or the sender, which could be a person, an object or anything containing any information, encodes their message and transmits it through a channel. Encoded in this way the information goes through a channel, where it could be interrupted by a nose. The interruption can happen during the encoding or decoding and in both cases, the processed information could be misunderstood or even missed.  The last step in the model is the receiver, which is the person who receives the information or the pieces of it, which have been successfully decoded after the noise. Here the original model finishes but Norbert Weiner added the feedback part in which the receiver responds to the information they have just obtained either orally or in behaviour (Drew, 2021). In this way, the linear model of Shannon – Weaver is turned into a loop. Undoubtedly the model of Shannon and Weaver has its advantages since it gives a very clear explanation of the process of communication and can divide it into understandable pieces and applied to many different situations. 
[bookmark: _Toc69514145][bookmark: _Toc70192314]Schramm’s model of communication.
This model is also known as Osgood – Schramm’s model and is circular and more reciprocal. According to it, the process of communication involves two people in a circular communication (Bhasin, 2020). Each of them is both a receiver and a sender and the process of communication is complete since they can communicate exchanging information in a circle, not only from one direction to the other, as it is in Shannon – Weaver’s model. The message goes from sender to receiver and once reached its destination, the receiver decodes and interprets it and encodes another message, turning itself into the sender. This way of explanation makes clear the process of human communication, giving rights to both sender and receiver to change their places so the conversation will be going in a circle. 
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Fig. 2 (Drew, 2021)
The important elements of this scheme are encoding and decoding because any failure in them will stop the communication process (McQuail, D.  2008). The model of Schram is a dynamic one and assumes that communication is a circular process by nature and feedback is the most important part of it. One of the most important advantages of this model is the fact that people are recognised as active communicators not only as passive receivers. A negative of this model is that it does not work for mass communication (Drew, 2021) where one person communicates with many and does not expect this communication to be circular. 
[bookmark: _Toc69514146][bookmark: _Toc70192315]Berlo’s model of communication.
Berlo’s model of communication is set up in the 60s and follows the SMRC scheme, which is not particular to any specific model of communication. 
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Fig.3 (BERLO’S SMCR MODEL OF COMMUNICATION, 2016)
He speaks about four elements – source, message, channel, and receiver, and adds several factors which may prevent or even stop the effective flow of communication.  The source is the place where the message originates and is in strong relation with five main factors. Any of these factors may ease or limit the effectiveness of communication. If we take for example the attitude, if the source presumes that the receiver is stupid, they will simply formulate their message so it will be received and understood correctly (James, 2008). The message has five main elements itself and is transmitted to the receiver through a channel that refers to the five senses. Once sent through the channel, the message reaches the receiver, which is defined by the same factors as the source. Berlo’s model states that effective communication is only possible when the source and receiver are at the same level. The author thinks that the only drawback of this model is the lack of feedback, which turns it into a linear model and the effects of the communication are practically unknown. It does not put into consideration any noise during the process and requires people to be at the same level to communicate effectively. Another disadvantage is the ignore of thinking and analysing which are part of human nature and also important for effective communication.
[bookmark: _Toc69514147][bookmark: _Toc70192316]Communication skills.
There are two main types of communication:
1. Verbal communication – it uses speech to pass messages from sender to receiver. It includes the following sub-groups:
· Oral – talking.
· Visual – graphics, maps, pictures etc.
· Written – letters, reports, documents etc.
· Electronic – a kind of communication made with the help of electronic appliances as computers, tablets, e-mails etc.
2. Non-verbal communication – this is the way of passing a message without words using one’s body, face expression, eye contact, posture etc. 
This classification supposes that one needs to acquire different communication skills for the different types of communication listed above. As Harrison says effective oral communication needs participants with effective skills (Harrison, 2016) which will ensure that the sender and receiver will understand each other well. Probably the most important ones are:
These skills are:
· Body language – this is 55% of the message and a fault body language will hinder the process of communication.
· Clear and understandable communication messages – this will help the receiver to understand the message easier and to decode it without difficulties. 
· Empathy – you are never able to understand someone clearly until you consider things from their point of view. That is why the ability to be empathic is important for the communication process. 
· Eye contact – the lack of eye contact is considered inappropriate and indicate that the other part of the conversation is cunning and dishonest. 
· Active listening – it should be attentive and responding. Good listening will create a better understanding between the sender and receiver and gives the best feedback. 
· Ability to ask questions, give genuine feedback and summarise – these abilities make the process of communication strong and constructive. They can lead to improvement in communication and help both sides to develop the process.             
[bookmark: _Toc69514148][bookmark: _Toc70192317]Case study.
[bookmark: _Toc69514149][bookmark: _Toc70192318]Case study 1 – Pedro and Maria (Appendix 1)
Misunderstanding between Pedro and Maria leads to an unpleasant situation in which both sides become dissatisfied and irritated. This case is quite common and often occurs in everyday life. After a phone call, both sides decide that they have transmitted and received the correct message. It appears that they were wrong. What are the reasons for this misunderstanding? Shannon – Weaver’s model can easily show the problems in this case. During the communication process, Pedro is in a noisy place and the channel is not clear. He is busy and distracted so he is not concentrated on the message he receives. On the other hand, Maria is neglecting the noise in the channel and does not ask for any feedback, assuming that the message is decoded in the right way.  The best solution for cases like this is to insist on feedback, which will prove the correct communication or will help for clarification in cases of wrong receiving. 

[bookmark: _Toc69514150][bookmark: _Toc70192319]Case study 2 – Professor and villagers (Appendix 2)

In this case, the communication is ineffective. None of the sides knows how to communicate effectively. Berlo’s model of communication shows the reasons for this wrong communication. According to it both sender and receiver should be at the same level. This is the main reason for the lack of misunderstanding. The professor’s knowledge, cultural background and social system are different to those of the villagers. The sophisticated language he uses is unclear for the receivers and makes the decoding of the massage impossible. Although the channel is clear and both sides can hear each other well, there is still misunderstanding. There are few weak points in this case study:
1. Each verbal message is accompanied by non-verbal communication which is missing here. In a state of distress like the one in the case, the professor should show clear body language, making the receivers aware of the fact that there is a misunderstanding between the two sides.
2. None of the sides asks for feedback and clarification of the situation. 
3. At a moment of shock, seeing your house in a fire it is more natural for the professor to send short and simple messages which will be decoded easily from the receivers, although both sides are not at the same level of knowledge and culture. 
[bookmark: _Toc69514151][bookmark: _Toc70192320]Examples of poor communication at the workplace
Communication at the workplace is of particular importance because any misunderstanding might cost losses and serious problems. One of the most common examples of poor communication is the so-called halfway talk. I was involved in such a poor communication case when my line manager just told me at the end of a handover, “By the way, can you please make a list of all the people in your team who’s been Covid vaccinated”. I made the list including only the names of the people and presented it to my manager. It appeared that she wanted a detailed list with dates of birth, address and the two dates of vaccination. Here we both understood how ineffective our fast exchange of messages was. She did not clarify what the list should be, and I did not ask the appropriate questions to be sure how to make it. None of us asked for feedback and we both separated with the idea that the other was able to read behind the messages. I think that this communication example followed Berlo’s model. We are both tuned equally, we work in the same sphere and have similar knowledge and culture, but the content and structure of the message were not well built, preventing me from understanding. Berlo’s model does not require feedback, presuming that an equally tuned source and receiver will not need one. We had the same conclusion, which showed a weakness in Berlo’s model.  
Another quite significant case of total misunderstanding happened to me at the beginning of my career as a care worker. It was just a month after I arrived in the UK. I was assigned to work with a very young girl, aged 19, who was new for the job too. After the first day of our teamwork, she said she refuses to work with me anymore and burst into tears. I was shocked by her reaction and made an apology, not even knowing the reason for her reaction and asked for a clarification. After a very tense conversation, I understood that she was offended by the way I was talking to her and she felt as if I was giving her orders all the time. I was seriously worried about the impression my way of communication was given to the other people. I managed to calm my colleague down but after that, I analysed my way of communication and found out the reason for the stress and misunderstanding between my colleague and me. As a foreigner, the tone of my English is not natural and it is quite similar to the tone of my mother tongue, which is a hard language with strongly stressed words. It is so different that for many people it might sound like giving commands, even though you use polite vocabulary. From a theoretical point of view, Berlo’s model of communication explains the situation best. Two people from two very different cultural background and with a serious age gap are very likely to misunderstand each other or understand the messages in the wrong way. The age difference between us was of significant importance too because it made my colleague a bit hesitant and lowered her self-esteem.  Intuitively she thought that an older person should try to control and teach her and decoded the message in the way she expected it to be. On the other hand, I did not think about the difference in cultural background and ignored the age difference. 
[bookmark: _Toc69514152][bookmark: _Toc70192321]Conclusion. 
All in all, this report shows that communication is one of the most important parts of human interaction. It is a complex process that involves a lot of skills and is important for any aspect of human life. It helps individuals to coordinate with the people around them, create effective work contacts and to build a strong and effective teamwork environment.  Since the very beginning of human society being able to express ourselves has been considered as a major social interaction that lets individuals exchange thoughts, ideas, and decisions, so they can exist and work together. 
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THE PROFESSOR and THE VILLAGE PEOPLE
Lloyd b. 7/19

A Professor of English at a well-known Welsh University lived in a large house not far from a little
village. He never went into the village, bur shopped in the town near the University because he had
nothing in common with the village people, who were largely uneducated and did manual jobs.
One night, the professor fell asleep while smoking his pipe and the pipe fell onto the carpet and

started a fire.

4

1’

‘The edifice is being consumed by a great conflagration!’

‘Don’t you understand?’ He said. “The edifice is being consumed by a great conflagration!’

They ignored him.

When the Professor returned home, he saw that his house had been completely destroyed. He sat
down on the ground and wept.

The next day, he went into the village crying. ‘Why, oh why didn’t you help me? My home has been
destroyed by the fire. | came and begged you last night.” He wept.

‘

Q: Why didn’t the village people help the Professor?
Q: What should he have done to get them to help him?
Q: Whose model of communication do you think can explain this situation?

Q: Why?
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Berlos’s SMCR Model of communication
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MARIA and PEDRO

Pedro works on a building site and Maria is his wife.

One day Maria phoned Pedro.

‘Hello, Pedro, when you’re coming home, see if you can get me a chicken.’
‘Okay,’ replied Pedro.

When he got home, Pedro took off his boots and coat and went into the kitchen.
‘Maria, where are you?’ He said.

‘Here — in the sitting room,” she said.

When Pedro went into the sitting room, Maria said, ‘Where is the chicken?’
‘What Chicken?’ Asked Pedro.

The one | asked you to get on your way home.”

Oh, no! | thought you said when | come home | will see you in the kitchen!

Q: Why do you think Pedro misunderstood Maria?
Q: Whose Model of Communication explains this confusion and why?
Q: How could this have been prevented?

Q: Whose Model of Communication explains how it could have been avoided?




