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Executive Summary
The report has discussed to improve the understanding of the importance of communication skills and role of communication models in building barrier-free communication between the individual at the workplace or any other place. It has explained the models such as Berlo's model, Schramm's model and Shannon and Weaver model of communication that can be applied in different cases/situations to address and improve the communication. The report also involved various suggestions for improving communication.
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[bookmark: _Toc49202850]Introduction
Efficient communication is important in personal life as well as at the workplace as it helps in understanding clearly what the sender is trying to say or communicate to the receiver. Both the sender and receiver need effective communication skills to send the relevant message in clear form and at the same time understanding such message correctly. The communication style, way of conveying and understanding the message and attitude and interest of communicators influence efficient communication. The report is analyzing some case study examples where there have occurred the communication problems or barriers between the sender and receiver. Therefore, different communication models will be discussed in the report to address and understand the communication problems in such case examples and also to prevent and overcome such problems.

[bookmark: _Toc49202851]Task
[bookmark: _Toc49202852]Brief about the communication skills
Good communication is essential in the current era to communicate the message to others in an appropriate manner and also to understand the relevant message in a clear and effective way. The person at home environment, in a social environment and at the workplace needs sufficient communication skills for ensuring better relationships with others and also achieving career success and growth.  Here are some communication skills that individual must possess such as:
Listening
The active listening is essential to become a good communicator as a good listener pay close attention to others is saying and communicating and also ask questions to clarify the message. Active listening enables individuals to clearly understand the message and then respond in the right way (Khan et al., 2017).


Nonverbal communication
Non-verbal communication such as body language, hand gestures and movement, and eye contact make the communication effective between the communicators. The eye contact helps in bringing the attention of others and communicating the right message (Burgoon et al., 2016). 
Confidence
The confidence in person is important for ensuring better communication and making a good impression on others. Confidence enables the persons to convey effectively what they are trying to communicate (Ahmed, 2016).
Friendliness
The friendly behaviour of individuals encourages listeners to actively engage in the conversation. This enables communicators to openly share their thoughts and views with others and receive positive and quick feedback from others (Ahmed, 2016).
Clarity
The clarity of the message trying to communicate is essential for making good communication with others. It is essential that communicator does not talk more and not less as they must convey the message clearly in a few words as much as possible (Khan et al., 2017). 
Feedback
Giving and receiving the feedback on communication is a key communication skill as it ensures that sender has clearly conveyed the message and at the same time receiver has clearly understood such message (Khan et al., 2017).
[bookmark: _Toc49202853]The application of models of communication in case studies
There are analyzed below some case study examples, and communication models apply in such cases.



Case study 1: A Day with the Chief
This case example analyzes the communication taken place between the top salesman and the Chief Executive Officer of the computer manufacturing organization in London. It has evaluated that Mark was very nervous about the meeting with the CEO of the organization. This is because his colleagues and seniors told him that CEO, Mrs Brown, is very rude and speaks very roughly with people (As per case study).They also said that Mrs Brown doesn't like to make conversation with others and also doesn't make eye contact with people while speaking. Mark was nervous about how Mrs Brown will treat him and talk with him as he is just salesperson and Brown is the boss of the organization.
Initially, when Mark met with Brown, she interacts with a smiley face and offers tea and coffee also ask to have a seat in the office. This behaviour of Brown relaxed Mark, and then he started communication with Brown comfortably. Mark started telling the failure of his immediate supervisor that failed to grab the opportunity to boost the sales and also said that they must be paid better. This type of conversation changed the voice tone of Brown as spoke in a bad temper that her secretary would show him out (Dash et al., 2018).
In this case, the use of Berlo's SMCR model of communication will be effective in addressing and understanding the problem in the communication between Mark and Brown. The SMCR defines sender, message, channel and receiver, and this also defines that the listener determines the message meaning. The attitude of the person who is communicating and others who are listening affects the meaning of the message. It has determined that Mark attitude and body postures changed after a few moments of conversation with Brown. Mark got relaxed, folded his legs and loosens tie notes and spoke about what is going wrong in London office. This behaviour ultimately swung and changed the behaviour of Brown, and then she spoke in a gruff voice to Mark that her secretary will show him out (Petersons and Khalimzoda, 2016). Mark further didn’t get a chance to share his feedback to Brown about the response given by her. There noticed the one-way communication between the Brown and Mark and therefore, the final effect and conclusion of the conversation not determined.

As per case study, it has realized that Mark didn’t evaluate the context correctly because he started his conversation with telling his bad experiences at his workplace and also appealed to increase their pay. There are some communication factors that changed CEO’ attitude such as Mark’s unprofessional sitting position and body language while communicating with Mrs Brown.  Mark also unprofessional asked CEO to increase their salaries and therefore this type of informal communication style of Mark changed the attitude of CEO.	
[image: ]
Figure 1: Berlo's SMCR model of communication
(Source: businesstopia, 2018)
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Case study 2: The Professor and the village people 
The case reveals that Professor of English of well-known university live a little far from the village but never ever went to such a village. The village people were uneducated and used to perform their casual work. One day professor was smoking the pipe and then fell asleep, and then pipe fell on the carpet and this set fire. When Professor woke up, he found that his house on the fire and then run toward the village to take help from villagers. The Professor spoke in English that his house on the fire but villagers did not understand this and also they didn’t respond. The house of the Professor was completely destroyed (Ramlan et al., 2018). And then he went to the village the next day and started weeping in the front of villagers that why villagers didn’t helped him.
It has realized that Professor should have used the hand movements, gestures and non-verbal communication to encode the message correctly he was trying to communicate to villagers. This could help him better because the language and verbal communication didn’t help him as villagers were not familiar with the professor’s language and vice versa. Therefore, the use of Schramm’s communication model can be effective in explaining this situation and addressing the problem or lacking of communication between the villagers and professor. 
The application of Schramm's model of communication will be appropriate in the above case because there has identified the issue in encoding and decoding of the message clearly. This model states that the message was not communicated and encoded clearly to the receiver (villagers) and also receiver didn’t decode and understand the message of the sender (Professor) that led to such big incident. The communication was incomplete between the villagers and Professor because villagers didn't understand what Professor is saying, and therefore, they didn't respond to him (Umeozor, 2020). There was lack of two-way communication as Professor just spoke to villagers in the English language that his house is burning in fire, but villagers didn't give their feedback and responded because they didn't understand the language of Professor. 
[image: OSGOOD- SCHRAMM MODEL OF COMMUNICATION]
Figure 2: Schramm's model of communication
(Source: Communication Theory, 2017)
A business email
To Jack Daniels
Subject: Offer to join a Communications Training team in our organization 
Dear Jack, 
I am writing this email to you regarding inform to you that I have observed your communication skills closely and I have concluded that it will be beneficial for us if you join our communication training team. You can be an asset for the team and helpful for the organization in providing the communication training to trainee.  
I hope that you will be excited to join our communication training team and contribute your skills for the growth of our organization as well as your professional career.
I will be waiting for your positive response through mail as soon as possible.
With regards,
Director
Communication Team
XYZ
As per above mail, it has evaluated that formal mail is for the business purpose for inviting someone to join the job or requesting someone’s to provide job or any other assistance. Formal email writing includes formal greetings like starting with “Dear” and ending the email with “Sincerely”, “With regards”, etc. On the other side, informal email involves the descriptive words or like speaking to someone.
Case study 3: MARIA and PEDRO
As per this case analysis, Pedro and Maria are husband and wife and Pedro works/employed on the building site. Maria phoned Pedro one day and told him to bring chicken for her when he returns to home. When Pedro returned home and asked by Maria that where is my chicken and Pedro responded to what chicken. Maria asked that I told you to bring chicken for me, but Pedro told me that he would think that she said that you would find me in the kitchen when I return to home.
The communication model of Shannon and Weaver can be applied to address the above case because some barriers caused improper communication between Maria and Pedro. This model defines that the communication process involves six different elements such as sender, encoding, channel, noise, decoding and receiver. As per case evaluation, the communication didn’t take place in the right way because the noise on the building site where Pedro works created the barriers to communication. Maria communicated her message to Pedro on the phone call, but Pedro didn't listen to her voice on the phone due to lots of noise on the building site (Talukdar, 2017). Pedro failed in decoding the Maria message due to lots of disturbance and unclear voice on the phone call.  Schramm’s model is also applicable in this case because there was a lack of feedback from Pedro after listening to the message of Maria on the phone. The message was not decoded properly by Pedro on the phone because of the loud noise on his workplace. 
[image: Shannon and Weaver Model of Communication]
Figure 3: Shannon and Weaver model of communication
(Source: Communication Theory, 2017)
[bookmark: _Toc49202854]Examples of poor communication in their own workplace
There is one instance of my own workplace where I was a salesperson at the retail restore, and I used to make customer bill on the billing counter. There was a heavy rush in the store due to festive session, and I was preparing a bill of one customer who told me to remove one item from his billing list because he hasn't enough money to pay for such extra item. But due to heavy rush and noise near the billing counter, I didn't listen to customers' request clearly, and I added such item and printed the bill. The customer told me that I told you to remove this one item, but you did not so now how I pay this amount. This incident made the delay for other customers who were waiting for the bill, and hence there occurred the chaos situation (Eger and Mičík, 2017). Therefore, this incident depicts that heavy noise and rush at the workplace created the barriers in the communication between the customer and salesperson.
[bookmark: _Toc49202855]Suggestions to improve communication
Better communication is crucial for the individual at the workplace for building and maintaining good relationships with colleagues, customers and seniors. As per the Shannon and Weaver communication model, there must be a well-defined process of communication for preventing any barrier and issue in the communication between the sender and receiver. It is important that the sender must encode the information through the appropriate channel so that it can be delivered to the receiver clearly. The customer in the retail store could use the hand movement and expressions to inform salesperson on the billing counter to remove the additional product/item instead of telling verbally. This could prevent conflicts and argument with customers and any other communication issue (Petersons and Khalimzoda, 2016).
In the case of Maria and Pedro, Maria could be communicated to her message by sending a text message to Pedro to bring chicken. As per Schramm’s model, Maria could also ask Pedro for feedback to confirm that he has actually received and understood the message or not. This could prevent noise barrier that occurred during the phone call communication between them (Umeozor, 2020). Also, in other cases, the Professor could be used the right way of communication like hand movements and non-verbal to inform villagers that his house is on fire so that they could help the Professor.
Pedro misunderstood Maria because the noise at Pedro’s workplace didn’t make him listen to the message of Maria correctly on the phone call. However, in the Mark’s case, I would have behaved differently than Mark because Mark behaved unprofessionally as he loosen the note of tie and sat by folding legs in front of CEO. If I were in Mark’s situation, I would have sit and behave professionally with CEO and speak very limited as required without starting communication with bad work experience in own workplace. Therefore, as per Berlo's model of communication, Mark should have communicate and interact with CEO in well behaved and professional attitude because he was just salesperson and Mrs was CEO or boss of the organization.
[bookmark: _Toc49202856]Conclusion
The conclusion of this report is that it is essential to have good communication skills and mediums to ensure efficient conversation and communication between the person who is communicating or receiving the message. Different communication models have defined that individual must send the message through best suitable medium/channel so that receiver can decode and understand such message properly. The sender must ask for feedback from receivers to make sure they have received and understood the information clearly. The attitude of receiver and sender also impact on the communication process so there must be clear informal or formal between them for effective communication.
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