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Communication - is the ability to share information with people and understand what information and feelings are transmitted by others. Communication can take place in many forms including gestures, facial expressions, signs, voice (tones, inflections), in addition to written and spoken communication. Communication, a smiling face, a gesture of approval, indicates that the listener is interested in what we say and encourages us to continue.
Communication objectives:
1. To be received (heard or read);
2. Let us be understanding;
3. To be accepted;
4. To provoke a reaction (a change of behaviour or attitude).
Communication is a process of relationship, of construction of social life. Each person has their own reference system and each one expresses his or her thoughts differently. Even if we meet two people who want to convey the same message, they will express this message differently. Negative attitudes can be considered as communication barriers. They can limit the quality of the communication process.
Interpersonal communication takes place within certain parameters. It is very important that the verbal relationship between two persons takes place at the same level. Most of the times we are put in the situation where we have to communicate with people who are not on the same level with us.
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Communication is a process composed of a series of elements. Verbal communication is just one component of this process. The non-verbal component refers to gestures, pitch, mimics, body language.

[bookmark: _Toc29164675]Verbal communication
Verbal communication is a form of communication that allows one to enter into direct communication with another person regardless of whether it is a dialogue or a simple monologue.
Verbal communication is a positive action that has a direct connection with the personality of the person who initiates the communication process and if the interlocutor responds also by verbal communication, the personality characteristics and of the dialogue partner can be observed.
In other words, each participant in the communication process puts his or her fingerprint so that the persons concerned can be easily identified.
The communication through the verbal language that is, the transmission of messages directly to an interlocutor is called verbal communication.
This form of communication is based on saying the words with the intention of directing the message to a caller, which is why it is also called direct communication.

[bookmark: _Toc29164676]Nonverbal communication
We can define nonverbal communication as the whole of behaviours and characteristics that convey meanings without using words / language. It has a powerful impact because sometimes the slightest glance, a warm tone can convey undeniable messages about ourselves.
So much of what we can find out about people's thoughts and feelings is not necessarily based on listening to words, what they actually say, but on observing body language. Sometimes words are useless, because in certain situations just a simple gesture is enough to say everything. So, we can track the facial expressions, observe how people move and what gestures, notice their posture and eye contact. All these behaviours sometimes convey extremely much information, much clearer and sufficiently visible about people, in much more efficient and even subtle ways.
Non-verbal communication is extremely important for people who do not have language skills but also the other way around, such as children who can speak without words or people with certain neurological problems and who cannot use language, as well as if they can use but the language does not speak the same language and depends only on nonverbal behaviour in order to be understood.
Non-verbal communication:
- face expression: a smile, a frown;
- gestures: movement of the hands and body;
- body position: the way we sit, standing or sitting;
- orientation: if we stand face to face or with the back;
- eye contact: whether we look at the interlocutor or not, as well as the time interval;
- body contact: a light beating on the back;
- head movement: approval - disapproval;
- the external appearance: uniform, choice of clothing;
- nonverbal aspects of speech: tone, voice intensity, loudness or speed of speech;
- nonverbal aspects of writing: handwriting, accuracy and general visual appearance.
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	The generic model of communication in information theory, proposed in 1949 by Shannon and Weaver, can be summarized using the following scheme:
[image: ]

This model can be summarized in a few words: The source decides which message to transmit, via the transmitter, the message is sent on a channel to the receiver.
For example, telephone communication we have:
- Source: the person talking on the phone
- The channel: the telephone line
- The signal: the electric current
- Transmitter and receiver: telephone devices.
Instead, in a conversation, the structure of communication is different:
- Source: the voice chords of the interlocutors
- The channel: the air
- Signal: sound waves
- The transmitter: the mouth
- The receiver: the ear
The noise is any received signal that does not belong to the source, or whatever makes the initially transmitted signal more difficult to accurately decode.
According to this model of representation of the communication process, we notice that the focus falls on the message and the way it is transmitted, as well as how the code in which the message is transposed can influence its quality along with the background noise that can damage the information contained in the message. However, it is very important an element that is found in this representation, respectively the response (feedback) that the initiator of the communication wants to obtain from the receiver after the communication process.
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Berlo's model highlights the psychological nature of communication. It focuses on different components, including attitudes, intentions and specifies the conditions for an efficient transmission.
The SMCR represents the source (S), the message (M), the channels (C) and the receiver (R).
The source wants to transmit something. His ideas, needs, intentions to communicate and use the symbols needed to produce a message depend on:
a) Communicative ability: skills for coding the message (knowing how to write), the ability to decode the event (knowing how to see), the ability to rationally analyse a situation, according to objectives (to know, for example, to convince) .
b) Attitudes, which constitute the predisposition to act in different situations (negative, authoritarian, hesitant, positive attitude).
c) His knowledge in relation to the treated subject, with the recipient.
d) The social and cultural system.

· The message consists of elements and has a structure.
· The channel is represented by the five senses.
· The receiver has the same characteristics as the source, influencing communication.

In Berlo's conception, communication is a dynamic and continuous process between two persons who can be separated and simultaneously, and transmitter, and receiver. It is a linear and sequential model, not realizing a dynamic relationship between the different elements of the model.

[bookmark: _Toc29164680]Schramm model
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Communication is a continuous, circular process, where the roles of communicator and recipient, or communicator and recipient, change with each intervention. With every message. And from here until the circular model of communication was only a safe step.
Wilbur Lang Schramm proposed in 1954 a new model of communication that is noticeable through its circular component. Coming in response to the linear model, Schramm notices a simple truth in appearance, but is able to influence the theories that followed, namely that one cannot talk about communication that begins at one point and ends at another, like a road. one-way
It is not a transmitter and a receiver, but interchangeable roles, where the communicator successively performs coding, interpreting and decoding messages.
The advantages of this model, first of all, communication is centred on the idea of permanent feedback, breaking the barrier between transmitter and receiver, and talk about dynamic roles, understanding the importance of semantic interpretation and noise.
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The term culture is used in different meanings, with different connotations depending on the specificity of the discourse, and the scientific field of reference. The socio-psychological acceptance of the term broadly refers to the set of:
- the system of values ​​and beliefs existing within the community
- social, legal and moral norms on which the society is based, and whose transmission stops in the socialization process
- customs and traditions specific to a certain community
-the model for interpreting reality (comprising both mythological and mythogenetic elements, religious beliefs, but also the "scientific truths" that were received and became the members of the community
Interculturality is the relationship of continuous interaction and cooperation of various cultural, ethnic, religious groups, etc. (of all categories of minorities). The relationships determined are cultural exchange and interconnection in the context of caring for maintaining the specificity of each community. Interculturality in the educational process, it does not mean first of all else, but it means above all else. Otherwise it means a new paradigmatic opening of the horizon of thought, towards the factual experience of social reality.
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Communication is one of the most important activities of an organization. Fundamentally, relationships develop as a result of communication, and the functioning and survival of organizations is based on effective relationships between individuals and groups. Moreover, organizational capabilities are adopted and developed through "intense communication and social processes" .
Communication helps individuals and groups to coordinate their activities in order to achieve their goals and is vital in socializing, decision making, problem solving and management change.
Internal communication also provides employees with important information about their job, the organization in which they work, the external environment or information about their colleagues. Communication can help motivate employees, build trust, create a common identity or increase personal involvement; it provides individuals with a way to express their feelings, share their hopes and ambitions, and celebrate and recall their achievements. Communication is the way in which individuals and groups understand their organization, what it is and what it represents.
Internal communication is a complex and dynamic process, but previous models focused on transmitting messages in one direction.

[bookmark: _Toc29164683]Conflicts and strategies
Conflicts can occur in any organization. Human skills can effectively participate in conflict resolution. The manager of any organization must have the leadership skills, so that the problem can be resolved permanently, without affecting the relations between the employees. For the positive outcomes of conflicts, the designed strategies should be effective, through negotiation and communication.
In any organization, conflicts are considered beneficial because there is an opportunity for personal and organizational growth. After conflict resolution, productive and creative social relationships are strengthened. Conflicts are necessary for the organization, because it stimulates innovative thinking, for their proper management, negativity must be avoided.
Each supervisor must have the leader skills; negotiation is the best way to deal with conflicts, in negotiations both sides, understand the problem correctly and solve it by mutual contract. The leader does not have to be aggressive; he should accept and respect everyone in his team. He should never make assumptions and should get feedback from employees.
Techniques for relating to negative people:
            When you are in a position to communicate with a person who develops a negative attitude, it is important to have certain techniques that will help you maintain your optimism and not be affected by the negative state of the other person:
· Keep your state of optimism.
Regardless of the mood of the interlocutor with whom you conduct the conversation, try not to be affected and maintain your optimism.
· Propose other approaches
People who adopt a negative attitude do not intentionally and deliberately do so. They react to events in their lives. You can propose other variants to approach the problems, suggesting even possible solutions.
· Facilitate the elimination of negativism
When you talk to a difficult, closed, negative person, try to create a communication space full of positive energy that will facilitate the elimination of negative thoughts.
· Create enthusiasm
You can try to ask the negative people questions about their goals. When you open a discussion that will focus on their dreams, these people will turn their attention to the goals they have to accomplish, leaving the negativity behind. Try asking them questions so you can create enthusiasm.
· Do a good deed
Try to do a nice thing for the negative people. Think of something that will change their attitude and give them the opportunity to be grateful. Regardless of the degree of negativity of the person you communicate with, this person will appreciate a good deed.
· Offer optimism
Do not let the caller create a negative state. Show an optimistic attitude and set an example for those who do not have the power to observe the beautiful things around them.

[bookmark: _Toc29164684]Conclusion

I have presented some methods to increase the effectiveness of communication. It is very easy to make general comments about the benefits of an 'open communication climate' or the importance of egalitarianism in communication. But we must recognize that the communication difficulties that arise often reveal more serious organizational problems, for which there are no simple solutions. It would be too simplistic to say that all we need is better communication and that this would be easy to achieve. However, there are many practical things we can do to improve the way we communicate every day. Although we each form our own style of communication, we can refine ourselves by reflecting on the behaviour we adopt, the way it is perceived by others and the many ways we communicate our information to others, without even thinking about it.
After studying this, I learned about: analysing communication interactions with those around you; understanding how communication is influenced by organizational conditions; understanding the nature and characteristics of the different communication channels; developing a strategy to improve the effectiveness of the way you communicate.
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Exercise2: COMMUNICATION: A CASE STUDY

As You read their case, think about how you might help communicate with the employee to
remedy the conflict. Answer the critical thinking questions at the end of the case and, wherever
Possible, say whose communication model is relevant.

BARRY AND HIS STAFF

Barry is a 27-year old who is the manager of a restaurant. He is responsible for supervising and
managing all employees in the kitchen. Employees working there range from 16 years old to 55
years old. In addition, the employees come from varied cultural and ethnic backgrounds. For many,
English is not their primary language.

Barry has a Health and Safety (Food) Certificate and tries his best to keep up with food safety issues
in the kitchen, but he admits it's not easy. Employees receive “on the job training” about food safety
basics (for example, appropriate hygiene and handwashing, time/temperature, and cleaning and
sanitizing). But with high turnover of employees, training is often hurried, and some new employees
are put right into the job without training if it is a busy day.

One day Barry overslept because he had been working on his car until 2 a.m. He was rushing around
and realized that he didn’t have a clean uniform. However, he managed to find one that was not
very dirty. As he dressed, he realized that he needed a haircut and a good hand scrubbing, especially
after working on his car.

When he arrived at work, he dashed into the kitchen and noticed several trays of uncooked meat
on the work tops. They appeared to have been sitting at room temperature overnight. He called one
of the kitchen staff and asked: “Why did you leave the chicken out when | told you to put them in
the fridge?’

The man replied: ‘I heard you screaming but | thought you were trying to talk to the chef above the
noise of the food mixer he was using. | didn’t know you were talking to me’. Barry is frustrated and
doesn’t know what to do. He felt like he was beating his head against a brick wall in trying to get
his employees to practise food safety.

He has made many efforts to get them to learn how to handle food safely. He has put large signs
all over the kitchen: KEEP HOT FOOD HOT AND COLD FOOD COLD and WASH YOUR HANDS OFTEN.

Questions: .

1 What are the communication challenges and obstacles that Barry faces?

2. Which communication models can you use to explain Barry’s problems? /
3. What solutions might Barry consider in addressing each of these challenges or obstacles? /’
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Time allocated: 1 hour. Please return your paper to the lecturer upon completion. It will be returned
to you at the next session. You will need to include a scanned copy of this exercise in the form of an
appendix together with your Task 1 (part of the Assignment for this module).

Ex.1. Read the cases and answer the questions that follow
CASE 1: Mary was working on some paperwork when her daughter came into the room upset.
As the child told Mary what was wrong and how she felt, Mary kept typing on her keyboard and
said, “It'll be OK,” and ‘Everything will be all right.” She was confused when the child only
continued to become more and more frustrated. Just then, Mary’s phone rang and she was all
excited when she heard her friend’s voice. They spoke for fifteen minutes and when the call
ended, she turned and said to her daughter, ‘Oh, darling, that was Susan. I'm so excited about
seeing her tomorrow!". The child broke down and cried.
1: Why weren’t scalmm words having any effect on her daughter7
/%w s vebe d o vef 20 dld ma#ch .
SheV wag aa W
mtrzva wh asi M Ss/y‘e
‘b‘t‘)t_ )

u/uca:%o(
S ﬂo+ fqﬁ Y
he have done to make the situation bétter?
ok manua:ﬁm Mz /Lwés

»,@M 0.,
She_rBan A ai“ S n adi%ﬁ@‘we w
, O P/Ve

aueshlon awowL,
/ (f,ixu,?@sm(fe @é’%sr ond be Food Fo i el

CASE2: Sleve was/exhausted from work when his wife, Sally, came home. So he \has quite
annoyed when she began telling him all that went wrong about her day. He interrupted her and
said, 'I'm so tired, can’t it wait?". The next morning while they were in the kitchen making
breakfast, Steve said, ‘Did I tell you what happened at work yesterday’ SaHy said nothing, but
walked out of the kitchen.
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Exercise2: Writing an e-mail.
You are a teacher of Communication and have received this e-mail from one of your students:
Dear Sir,
I'am writing to you because | am confused about Communication.
Could you please explain:
1.What Communication is:
2. The Shannon-Weaver model.
3. What is meant by non-verbal communication and why it is important.
Many thanks,
Lucy Mars.
Reply to the student and answer her questions. Use a diagram in your answer, if necessary.
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Ex.1. Read the following brief and write a business email according to the instructions.

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.
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