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1. [bookmark: _Toc103527988]Introduction
[bookmark: _Toc103527989]Definition of communication
The consciousness exchange of messages between two or more entities is the basic definition of communication. During the time and the human evolution, this definition become more complex and refined by different authors and scientists.
This includes, but not limited to:
· The methods – which can be verbal, non-verbal, written, listening and visual.
· The barriers – which can be physical, perceptual, emotional, cultural, language, gender, interpersonal and so on.
· The principles – which can be comprehensive, clarity, attention and style, coherency, timelines and urgency, and importance of feedback.
· The styles – which can be passive, aggressive, passive-aggressive, and assertive.
· The skills – which can be clear, correct, complete, concrete, concise, considered and courteous.
[bookmark: _Toc103527990]The importance of communication in the world of work
Good, effective, proper and quality are some of the adjectives that can be important in communication. Related to any workplace, these can make the difference and contribute to increase the productivity, to maintain strong relationship, to eliminate unnecessary problems, to promote high performance, to achieve better workplace, to enhance business success, to mitigate conflicts and to motivate the employee’s engagement.
[bookmark: _Toc103527991]The barriers that could affect the message
The impediment of the free exchange of the information is considered barrier. This can affect the message and the purpose of communication. There are different obstacles or interfering factors which are mentioned above. They can have adverse effects and strong impact on any organization, especially the lack of knowledge how to leverage the technology.
Therefore the feedback is very important nowadays, in order to determine how the message has been received. Emphasis should be put on the world of work where industry jargon is involved.
[bookmark: _Toc103527992]The consequences that may arise from poor communication
Poor communication can conduct among others to:
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· Misunderstandings
· Limited employee engagement
· Dissemination of misinformation
· Extremely tense environment
· Ineffective customer interaction
· Mistrust
· Missed opportunities
· Conflicts
· Culture of distrust
· Uncertainty
· Frictions
· Frustrations
· Confusion
· Lack of motivation
· Fear
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2. [bookmark: _Toc103527993]Models of communication
The basic of communication involves the sender who formulate the message and encode it.
By using a variety of channels, the message is sent to receiver who decode the message and assimilate it. After this, the receiver is formulating the feedback and encode it. By using the same channel or different the feedback – which is still a message - is replied to sender which decode it and assimilate it.
During the time, this method evolved and include at least feedback among others as it can be seen in the following chapters.
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Figure 1, The basic of communication.

2.1. [bookmark: _Toc103527994]Shannon and Weaver (1949) communication model
Shannon Weaver model of communication (Chandler & Munday, 2011) is more technological than other linear models and it is considered the “mother of all models”. It was created in 1948 by the American mathematician Claude Elwood Shannon and the scientist Warren Weaver.
Their model, published in “A mathematical theory of communication” in Bell System Technical Journal, it is based on 6 key concepts: sender, encoder, channel, noise, decoder, and receiver.
· The Sender or the information source is the entity which create the message, encode it and sent it.
· The Encoder or transmitter is the sender which convert the message into signals or binary data.
· The Channel is the medium used to send the message.
· The Decoder or receiver is the device which is receiving the data or signals and convert it into message.
· The Receiver or destination is the entity or place where the message is received.
· The Noise is the physical disturbance or people which can alter the message and/or do not let the message to be received as it was sent (Example in Annex 1).
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Figure 2, Shannon and Weaver communication model (1949).

2.2. [bookmark: _Toc103527995]Schramm’s model of communication (1954)
Wilbur Schramm was a communication theorist who developed his own communication model in 1954 and published it in his book “The process and effects of mass communication”. Based on the studies of another theorist – Osgood – he includes in the previous communication models the concept of the feedback and encoding-decoding as most important factors of an effective communication. His model is also considered as a cyclical communication model and is containing all basic principles of communication. It is also a continuous two way process (Schramm, 1954).Encoder
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Figure 3, Schramm’s model of communication (1954).

2.3. [bookmark: _Toc103527996]Berlo (1960) communication model
David Berlo’s SMCR model of communication from 1960 proposes five important elements for source and receiver which are different than previous models. Being still a linear model, he put emphasis on communication skills, attitude, knowledge, social system and culture for both – source and receiver (Rudovick, 2008).
Expanding his research, he mentioned five verbal communication skills: speaking and writing, listening and reading, and thought or reasoning.
Related to attitude he mentioned the attitude towards self, attitude towards subject matter, and attitude towards receiver.
Continuing with knowledge level, he mentioned his/her own attitudes, the ways in which he/she can produce or treat messages, the kind of choices he/she can make about communication channels, and the subject matter.
Related to social level he mentioned that communication between people from different social classes might be different.
Finally, the culture is another element which can influence the way of creating the message or the way is interpreted by the receiver.
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Figure 4, Berlo’s model of communication (1960).

3. [bookmark: _Toc103527997]Communication skills
3.1. [bookmark: _Toc103527998]Verbal communication
· Spoken or oral.
The oral communication is the exchange of information, emotions, feelings, ideas, thoughts between two or more people through spoken words. Can be done in a business meeting, group discussions, speeches or live interaction with hundreds or thousands of people. As it is not always suitable for everyone, and cannot be used for legal records, it comes with the advantages of timesaving, accessible, flexible and the transparent level between individuals is high. At the same time, any disputes or misunderstanding can be resolved only by communicating with each other.
The verbal communication, on the other hand, is exchanging or conveying thoughts, ideas between two or more people through sounds or words.
· Written (types).
The form of written words is a form of communication. It is more formal than verbal communication and it is widely spread all over the globe. Between the types of written communication, it can be enumerated:
· The transactional written communication – where a response is expected from the reader.
· The informational written communication – for the benefit of the receiver.
· The instructional written communication – which give to receiver clear and understandable details about the topic.
Apart from the above types of written communications there are several forms such as: memos, bulletins, electronic mails, job descriptions, reports, employee manuals, instant messages, websites, contracts, brochures, news or press releases, and much more.
The written communication is very common in business and require certain skills to be effective, such as clarity, concision, professional and formal tone, precision and composition, and completeness. In the same time, it should be simple and staying on topic and can include active and authoritative voice to outline goals, and it is also advisable to include pertinent information by following the business ethics.
3.2. [bookmark: _Toc103527999]Non-verbal
· Body language.
The body movement or kinesics is a term used for the study of gesture, posture and movements of humans. According to (Ekman & Friesen, 1969), the five categories of kinesics are: emblems, illustrators, affect displays, regulators, and adaptors. All these are using gestures, facial expressions, postures, tone and pitch of voice.
· Gestures.
Any movement of a part of a body to express something is considered non-verbal communication by gesture. It should be intended to indicate or emphasis something (a message), otherwise it can be spasm or twitch.
· Facial expressions.
Usually, the facial expressions as part of the nonverbal communication express the main seven emotions categorized as follow: happiness, sadness, fear, disgust, anger, contempt, and surprise. At the end of 19 century, Charles Darwin stated that the facial expressions of emotions are common worldwide and that they are innate.
· Posture.
The body position while standing or sitting can communicate the comfort level, professionalism, and general disposition in regard to a person or conversation and it convey information about interpersonal relation such as confidence, submissiveness, and openness.
· Tone and pitch of voice.
The tone, volume, speaking style, and rate are contributing to expressing the speaking message. They are meant to clarify and convey the meanings like surprise or irony, and they can increase or not the willingness of the audience to listen the message.
The pitch is the auditory sensation in terms of sound which is ordered from low to high.
The tone, on the other hand, can be formal, informal, humorous, serious, optimistic, motivating, respectful, and assertive.
Both are important and can influences the way the message is perceived and help to connect with audience.
Beside these, the speaking style and the speaking rate are significantly contributing to successful nonverbal communication.
· Signals.
To complete the non-verbal communication, the signals are including eye contact, touch and space as well as environment. On different cultures, these have different meanings and should be more controlled and adapted to audience to avoid misunderstanding and to successfully transmit, and received accordingly, the message as intended.
· Signs.
The signs and symbols are graphical representations providing clues to help people to better understand their experiences by conveying meanings which are recognizable and shared on the societies. Several categories can be identified such as regulatory, warnings, guides or informational. Most of the symbols are customized, accepted, and recognized by a certain group of people.

3.3. [bookmark: _Toc103528000]Listening
For effective and successfully communication it is necessary to listen and decode the message received. This ability it is named listening. There are major differences between hearing and listening. Among different categories and classifications two of them are business oriented.
· Active listening.
The practice of conscious hearing, observing and understanding of what verbal and nonverbal messages are sent by giving the full attention, and require clarifications, if necessary, can be considered active listening. According to Cone of Experience (Dale, 1947),  there are research and studies suggesting that humans are remembering only 25 to 50 percent from what is heard.
To become good listener, one of the top skills is self-awareness, which help people to understand their style of listening in a way that offer good and rememberable impression to others. Another important skill is to pay attention and to concentrate to the message transmitter. Less or more of important skill is to confirm the listening and/or ask for clarifications in a proper manner.
· Empathic listening.
The empathic listening is pushing the active listening to another level by including patience and by showing acceptance, even on disagreements, and by trying to understand what feeling the speaker express. This can be done by reflecting as a mirror with simple words like “I see” and “I understand” the thoughts and feelings back to the speaker.
The main purpose should be to not determine the speaker to become defensive or hold back or inhibit her/him.
[bookmark: _Toc103528001]The advantages and disadvantages of modern technology
· Identity theft.
Due to negligence and/or lack of knowledge and/or security breaches, cybercriminals and scammers are finding ways to steal the personal information from internet and to impersonate other people. This way the digital life of a person – including bank accounts – can be drastically affected. Since the new millennium pushed on people to accept the evolution of technology it is necessary to be done in a proper way by learning continuously what is good and especially how bad experiences can be avoided.
· Cyber bullying
Deliberately sending or posting or sharing, false or negative or harmful or mean information/content (including or not personal and/or private information), with the purpose of causing embarrassment or humiliation of someone, is the definition of cyberbullying. Unfortunately, this kind of action it is widely spread on the internet and there are continuous, considerable and sustained efforts from moderators to eliminate them. The artificial intelligence it is also involved in the process of detecting and constraining these attitudes.
· Social interaction.
Despite of too much time spent on mobiles and the internet, comparing to face-to-face communication, the online social interaction has its benefits by increasing the opportunities, minimizing the distances, increasing the safety, and definitely by leaving a tangible trace of interaction between peoples, public and private business sector, public administration, media, and even authorities.
The only debatable issue is the dependency to the tools used for modern social interaction and the gap between generations of people and their educational level or consistency.

[bookmark: _Toc103528002]Conclusion
As a conclusion it is necessary to agree on the importance of communication in business, family, society. Therefore, a better understanding of the methods, barriers, principles, styles, and skills are required to enhance ourselves.
Oral, verbal, written and nonverbal communication along with listening can encompass all together a better future for everyone, especially for those who are paying more attention to details such “how to”, “what to”.
This will push on us to step up on every occasion by paying more attention and by narrowing our efforts to achieve our goals.
As digital life has evolved and is becoming more and more present in our lives, we need to face new challenges and adapt ourselves to new demands as soon as possible in order to benefit from new achievements and to face the competition.
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[bookmark: _Toc103528004]Annex 1
Maria and Pedro case

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 I asked you to get on your way home.’
Oh, no! I thought you said when I come home, I will see you in the kitchen!
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