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Introduction 
Communication is the process of transmitting and receiving information, ideas, thoughts and feeling among individuals. The communication is not just a process of transmitting and receiving information. The process includes researching, combining and analysing the information before it is sent to the receiver. Generally, communication is just a connection between sender and receiver. This connection requires a message transmitted by a medium to the receiver. These messages are the thoughts and the ideas in the head of the sender, which he encodes into symbols and word. The medium which transmits the messages can be a phone call, email, text message, face-to-face meeting or more. When the message comes to the receiver he or she has to decode it and turn it back into thoughts. The decoding means to interpret the meaning of the message and to understand it.  The communication is not perfect all the time. Sometimes there will be some problems in the message sent between the sender and the receiver. These problems or “noise” may cost the understanding of the message or the transmission at all. 
The verbal communication is the common human speech which is the classic way to communicate. With words, people share information, thoughts and dreams between one another. They can be express by conversations, presentations, speeches and discussions. The sender has to have a clear mind, clear speech and to know how to hold the interest of the audience. In verbal conversation, the sender can usually check immediately the reaction of the receiver. This is helpful because there might be some misunderstanding in the meaning of the message and it might not be the same as it was intended.
The nonverbal communication is this part of the transferred information between people which is expressed without words. The abilities to communicate with no words, but just with “body language” can make a strong expression. Nonverbal communication includes facial expression, tone of voice, eye contact, hand movements and posture. The messages which the sender deliver with his body may not respond to what he said. This differences make mixed signal and confuse the audience. 
Written communication includes sending messages in writing. This is a common and effective way to communicate in a business environment and any organization through letters, email, reports and documents. This communication is used to write down important documents which can be used for a proof or documents which can be read many times. Written communication is effective when the words are correctly used and organized. The disadvantage of the written communication is that the sender does not receive instant feedback to the messages that he or she send.
Good communication is very important in the workplace because companies can work more efficiently and be more productive. Working in a team is all about how the people in it communicate and work together. Honest and open communication creates a strong relationship between team members. When everyone can communicate freely the employees feel more satisfied and confident that they have a voice and they will be heard. The good managers with good communication skills can manage their teams better. They can build a relationship, motivate and coordinate their employees more efficient. 
Effectiveness of communication
This report will show how important and efficient can be good communication in the workplace.
In business, effective communication is shown in two aspects. On one hand,  when there is a good team and the employees can talk to each other and not be afraid of what they will say. On the other hand when there is a manager who is a good communicator and who knows his employees well and send to them right and clear messages and tasks. The communication in a workgroup can be more effective when the members listen carefully, understand and respond to the messages of others. In the work environment when a good feedback and problem solving are encouraged, the work will be done effectively and professionally.
Clear communication between managers and employees is the key to any successful business. “Management functions include planning, organization, staffing, leading and overseeing functions inside and outside the company, such as networking. All of these functions require communication or work will not get done.” Johnson, (2018) When the managers show interest and concern to their employees, they will feel more engage and understood and will be more productive and motivate to reach the goal of the company. 
In communication between employees and managers, and employees themselves tone of voice take an important place. The tone of voice is the way people use their voices and express their thought with a word in written and spoken form. The positive tone can motivate, inspire and give strength to people and make them confident and productive at the workplace. The opposite when someone increases his or her voice, or use sarcastic tone to communicate with others, he or she may lose their respect, and make them feel embarrassed. To communicate efficiently it is important to choose the right tone and the most effective language which the audience can understand quickly and clear. When the chosen language is appropriate the power of the speaker will be bigger for the audience. Metcalf, (2017).
One part of effective communication is active listening. Active listening is when you understand what someone is talking about. The listeners have to be concentrate when the speaker is talking and to pay attention to what he says. Most of the listeners may not be able to do this. Instead, they may not be focused and thinking of something more interesting or what they will say next. “Paying attention to posture, paraphrasing what is heard, and probing for deeper meaning are skills that facilitate this type of perspective taking and lead to more accurate understanding of the messages that are communicated.” Griffiths and Dunham, (2015). There is a method named S.O.L.E.R. which can improve active listening. This method makes people feel heard and on the other side make listeners to understand the messages. 



	S
	Square
	Sit and face squarely to the speaker.

	O
	Open
	Open and accepting posture, without crossing legs and folding hands.

	L
	Leaning
	By leaning forward to a person who is talking, that is showing to him that the speaker is interest.

	E
	Eye contact
	Good eye contact with no staring.

	R
	Relaxed
	The speaker has to stay calm and to be focused.

	
	
	


Proxemics is a part of nonverbal communication which explains how people use space to communicate, how close they stand from each other and how comfortable they feel about this. There are four different zones of personal space – intimate, personal, social and public. 
Communication models show practically the structure of communication and how it can be understood. “Models are used by business companies and other firms to foster their communication, explore their options and to evaluate their own situations.” businessopia, (2018).

Models of communication
Shannon and Weaver Model of communication 
This model of communication is written in 1949 by Claude Shannon and Warren Weaver. Here in this model, there are six parts – sender, encoder, channel, decoder, receiver and noise. Sender – a person who transforms the information into a message and send it through a channel. Encoder is a transmitter who turns the message into signals. Channel – the sender use channel to send the message. Decoder – the opposite of encoder. Receiver – the end-point of the message. Noise – interruption of the message sent to the receiver. This model is an example of a linear model and it is one-way communication. The sender sends the message to the receiver through a technological channel. This message is converted into codes by the encoder.  The decoder converts the codes into a message, which the receiver can understand. Somewhere on the way of the message there can be some noise which might cause problems in the communication. 
[image: ]
(source: the author)

Schramm`s Model of communication 
Wilber Schramm wrote this model in 1954. This model of communication represents a two-way cycle of information between sender and receiver. Here the sender and the receiver can both send and receive messages. The sender has to encode the message and sent it to the receiver, who has to decode it. These processes of encoding and decoding are very important. Without them, the information will not be sent properly between the two communicators. The effectiveness of this model depends on the sender receiving feedback. Janse, (2020)

[image: ]     
(source: the author)
Berlo`s Model of communication 
In 1960, David Berlo wrote this Model of communication. The model is based on encoding and decoding and has four parts – sender, message, channel and receiver. 
Sender – the source of information, who sends it to receiver. Receiver – accepts the message from the sender. These factors can affect them – communication skills, attitude, knowledge, social system and culture. 
Communication skills – the ability of the individuals to speak, read, write and listen properly. Attitude – the sender and the receiver`s attitude to each other can affected the message. Knowledge – the sender has to know the topic of the message. Social system and culture – the difference between the sender and receiver`s environment, language and culture can create a difference in messages. 
Message – the sent information. The factors that can affected the message are: content – the subject of the message; elements – nonverbal cues of communication; treatment – the way the message is sent and code - the form of the message. 
Channel – the medium sending the message. It is received by the five sense of a human being – hearing, seeing, touching, smelling, tasting. 
Berlo`s model of communication is a linear process with no feedback. There is no interruption or “noise”. The effectiveness of the communication depends on the knowledge, communication skills and level, which can`t be the same in both sender and receiver. 
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(source: the author)
Case study 
My case of study is an example of bad communication and not good enough active listening.
I am working in Sainsbury`s Warehouse in Dartford. There is one main company which is “DHL” and an agency “Mach recruitment ltd”. I am working for the agency as a picker. These two companies are working together, their employees have to do the same work and to reach one goal. So, that means the “DHL” company and the agency have to have good communication between them. Last summer I needed one month vacation, because I wanted to go back to my country and sell our apartment. For this reason I wrote a letter to the main office of “DHL” to tell them about my situation. In this letter I  wrote why I need this big vacation, when exactly I have to leave, and how long I will not be able to go to work, and when I will come back. I didn`t receive any answer to my letter. Then I spoke to one of the supervisors of the agency and told him about my situation – when I have to leave and when I will come back. A few days before I leave, once again I warned one of the supervisors about everything. On the day when I was traveling to my country I received a call from one of the supervisors why I am not at work on this day.
I think in this case, on one hand there is no communication between the main office of “DHL” and the supervisors of the agency, and on the other hand between the supervisors themselves. This is also a very good example of issue of active listening. 
In the communication between the main office of “DHL” and the supervisors of the agency, they used Berlo`s Model, because there is no feedback. In this conversation they may had an issue of active listening, or difficulties with the communications at all.
[image: ]
(source: the author)
In the conversation between me and one of the supervisors, I think I used Schramm`s Model, because I received a feedback from him, that he is listening to me and understand what I am talking about.
The communication between the supervisors, is not good. I think there is no conversation at all. They just don`t share, or make notes about the information they have. They used Schramm`s Model.
[image: ]
(source: the author)


Conclusion 
Good communication is very important, not just in our personal life, but in the workplace too. Good communication skills helps people to build a team, to give and receive accurate information and to make their voice be heard. 
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Maria and Pedro
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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?’ f
‘What Chicken?’ Asked Pedro.

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

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

@ Q: Why dc 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?
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email English

1 Formal or informal?

You are going to write two emails on a similar topic, the first formal/neutral and the second
informal.

EMAIL 1

Write to a customer to tell them that the product/service they want is not available at the
moment.

Prepare the situation using the questions below. The information can be real or imaginary.
= What is your company’s business? What products/services do you offer?

= What is the particular product/service that you normally offer, but is not available at the
moment?

e Why?
e When is it going to be available again?
* Who is the customer that you are writing to? Why do they need your product/service?

e Are you going to promise any action, give additional information, offer help, or simply say
that you will tell them when the product/service is available again?

Now write the email in a formal/neutral style.

When you finish, work with a partner. Check each other’s grammar, spelling, punctuation and
style. Is everything clear, well-structured and easy to understand?
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Ex.1. Read the following brief and write a business email according to the instru
You are the Director of Communications at your company and you would like a Supervisor, Mary
December, to go on a training course in non-verbal communication because you have observed
that her non-verbal skills sometimes send the wrong message.

- Tell Mary why you are writing

- Say what you have observed about her communication skills

- Tell her how you think this course would improve her skills and her relationship with her fellow
workers.

ns.
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Dear Miss December,

1 write you this email to propose you a very interesting and useful training course in non-verbal
communications. | observed your non-verbal skills and sometimes they send a wrong message to the
other people. I think this course will be very helpful for you and you will improve your skills and the
communication with the other workers. This course will be free for you, because we want to
encourage you to improve yourself like a person and a worker.

If you have any concerns, please contact me.

Best regards,
Kristina Stavreva

Director of communication
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