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Introduction
In this report I will show the communication skills discussed in class such as: verbal and non-verbal communication, communication under stress, relevant theories (Shannon and Weaver, Schram and Berlo) and the importance of voice in communication process. I will also analyse communication in my workplace, using published literature and suggest how it could be improved.
Communication is the act of transmitting information to someone, being decoded by the receiver and sending a response back. Communication can be of two types: verbal and nonverbal. Verbal communication refers to written and oral, but non-verbal communication refers to body language, facial expressions, gestures.  
Communication is important in management because is a form of communication, with the help of which the manager can exercise managerial attributions: planning, organization, motivation-training, coordination, control-evaluation, and achievement of objectives proposed.













Verbal Communication
Another skill discussed in class was Verbal communication, that is based on the efficient demonstration of knowledge to the great listeners and the understanding of the answers received from others. Verbal communication is pass of the knowledge through oral speech, between a sender and a recipient. Communication is part of everyday life and is the way we convey aim, sentiment, and opportunity, to interact, negotiate and impress. 
In the restaurant where I work, is very important verbal communication - oral, written. Expressive skills are the most important in oral communication with the customer, such as: rhythm of speech, the way of accentuating the words, the pauses between words. These aspects give to customer confidence that in this restaurant is the tastiest food and is served by the best waiters. All day it is necessary to communicate verbally with our customers, staff, and restaurant manager.
 In the restaurant, we mostly use verbal communication, ie oral communication. As a waiter, I must speak effectively to each customer and present to them orally what we have on the menu. Written communication is also used in the restaurant. I am responsible for registering all orders in writing, giving receipt to customers and at the end of the day reporting to the manager.
According to Paramitha, M. (2018) states that in order to have an effective communication you must follow some steps. 
1) A simple apology in verbal communication can save you and can be effective in an unfavourable situation at work. 2) Equally important is the ability to convince a customer through communication that the given organization is the best and deserves to be part of it. 3) Due clear communication or getting the message with the team members, would be possible to obtain the best production. The team that works with good lateral communication and group discussion brings out the best consequence.



Non-verbal communication
Another communication skill discussed in class was Nonverbal communication-body language-power posing. Before this module, I never noticed body language.  I found it very difficult to read other people's body language. During this course I learned about facial expressions, hand gestures, body posture that represents body language and through which you can know a person about his appearances. After facial expressions you can understand if a person is sincere or arrogant. Eye contact determines how confident and strong you can be in yourself which helps them to develop socially and to realize the importance of communication by using strong body language.
In the restaurant where I work, the manager is very dominant and takes up lots of space during team meetings. He says that he welcomes new ideas, but his body language says something different. Firstly, he has no eye contact with the employees, and when he talks to the employees he looks on the phone or is disturbed by someone and leaves without finishing what he has to say. Secondly, when he gives a speech, his posture is to sit on the bench with his foot over his leg and a coffee in front of him. Sometimes his posture shows indifference towards all employees.
According to Cuddy (2012) power posing helps you to feel more confident. If you power pose before a stressful situation, you feel calmer and more in control. Body language determines who you are. Our bodies change our minds and our minds can change our behaviour and it can change the results. Non-verbal elements really govern the way we think and think about ourselves, not only influencing others, but also ourselves. The body also changes our mind.






[bookmark: _Hlk39233755]Voice in communication
In this term, I learnt that the way you use your voice when communicating important messages, makes a big difference to how effectively you can get things done. Clear communication means to express the thoughts and ideas by speaking in clear simple language and by not using long complicated words. However the words are clearly expressed, anything can be done successfully, but if the words are difficult to understand, it will fail and have negative effects.
In the restaurant where I work, it is very important to communicate urgent message clearly to the chef. If we do not communicate clearly, the chef cannot understand what dish to prepare, or in some cases he can make the wrong dishes. Often, I try to have a clear discussion with clients and pay attention to what they want to order. Some of them speak very slowly and I cannot understand what they want, and in order to be convinced, I ask a second time "excuse me, can you repeat it again?" This way I make sure that the food will be exactly as ordered.
According to Bennett (2017) to speak clearly and effectively with the customers is very important ability.  Clear and effective speaking gives to customer a good feeling of you as well as your company. Often the customers do not want to speak with someone who mumbles or cannot express the words clearly.




[bookmark: _Hlk39233819]




Communication under stress
On my module I learned about how people communicate under stress. When people talk under stress, their work can fail. When you are stressed during a conversation, your voice starts shaking and you may not realize what you are saying, you cannot control your body language and in this case you may lose an interview or the chance to have a job. It is very important that in such situations we control our emotions, keep calm, and take a break to relax our mind and brain and then come back and resume the conversation from the beginning.
Generally in my Restaurant where I work, the staff communicate quite well. Together with the waiters and the chef we have a calm discussion and every time when appears a problem, we help each other and solve the problem through adequate communication. However, in stressful situations sometimes the manager does not communicate very well, and this makes me lose trust in them. He can scream and make a big fuss and after calming down he does not even apologize.
Sometimes comes bad and arrogant customers, who stress you out and make your day worse. They speak badly and swear if they wait more than 5 minutes for food, and this stresses us and turns our day upside down. In such situations we keep calm and do not react with the same currency to the client's arrogance.
According to Strumska-Cylwik, L. (2013) communication is very complex but for overcome communication stress, it is very important to have support around you, people who encourage, embrace and communicate with you, such as family, friends, people close to your soul and who convey your self-confidence. A simple conversation with someone can restore self-confidence and successfully overcome stress. The author affirm that some people can overcome stress through indirect communication: by phone, internet, but some do not even need communication, its loneliness, quiet, peace, isolation.

[bookmark: _Hlk39233903]
Shannon and Weaver Method
[bookmark: _Hlk39227541]In this module I learned about the fundamental model of communication Claude Shannon and Warren Weaver, since 1948. Before I started this course I did not know about these models of communication, but here I improved my knowledge and I learned that these models are concentrate on the process of send the message and not signification transmitted. Thus, the communication model includes notions taken from radio technology, such as information source, message, transmitter, signal, channel, noise, receiver, recipient.
The source is the provenience, the point where human communication begins. The message is certainly the object of the communication, which is send. The proportions to which the information sent corresponds to that received depends on all other aspects of communication. The channel is the chosen means of transmitting the message. Proper channel is a principal element to insure the better reception of the message. Noise (physical and semantic) is noise in the transmission channel to which the message is exposed. 
Starting from the technical model, Shannon and Weaver considered especially the physical noise, generator of unwanted variations and random errors of the transmitted signal. The decoder is the technical resource for transforming the received message-signal into an idea message to the recipient. The recipient is the end point of the linear communication process in the submitted vision. The achievement of the communication depends on the technical compatibility of the encoder and decoder.
In the restaurant where I work, I used this method every day but until now I did not know I was using it. Now I have realized that in order to have an efficient communication with the clients, we must consider several aspects. One of these aspects is noise, which greatly influences communication. Sometimes when the music plays too loud in the restaurant it is difficult to decode the message sent and we can make the wrong order.


Schramm and Berlo Method
During the course I studied about the communication method of Schramm and Berlo that I did not know about either. These two masters worked on Shannon and Weaver's theory and improved the communication process. Schramm is the one who introduced the idea of ​​feedback from the receiver to the sender. In this model, communication becomes a continuous process of messages and feedback and allows interaction.
Berlo (1960) adopted a different version to building a model. Berlo's communication model represents the communication process in the simplest form. This model describes the control factors for four SMRC-identified communication elements: source, message, channel, and receiver. This model is useful in finding special elements to be used in experimentation. This method of communication emphasizes, encoding and decoding the message and can be used for more efficient communication.














Conclusion
In this report, I wrote what is communication, why is so important in management and analysed 6 communication skills discussed in class such as: verbal and nonverbal communication, Voice in communication, Shannon and Weaver Method, Schramm and Berlo Method. I used published literature that help me to suggest how it could be improve.
I wrote about my experience working in the restaurant, I gave examples of how to use these skills in the restaurant where I work, to have effective communication and I used published literature to find useful advice from various writers.
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