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1. INTRODUCTION 
Communication is a process by which information is exchanged between individuals. It has always had a strong part in the workplace as it boosts employee morale, engagement, productivity, and satisfaction. It could have also negative barriers that could affect the message and the communication could become poor. It could have a negative impact and can cause frustration and badly affect the work environment. Communication has 7 main barriers: language, cultural diversity, gender differences, status differences, and physical separation. The barriers can have a significant impact on people’s personal life and professional lives. This report will be based on my understanding of the models of communication; communication skills; the advantages and disadvantages of the Technology communication, which we discussed in class analyzing different studies case and will give an example of my workplace.

2. MODEL OF COMMUNICATION 
2.1 SHANNON AND WEAVER 

The model Shannon and Weaver has 4 main points:
Sender (Information source): The person that make the message, choose the channel and what to want to write.
Encoder (Transmitter): It is the sender which is using the machine and converts messages into binary data. 
Channel: Where the message is used 
Decoder (Receiver): The machine used to translate the messages from signal. 
Receiver (Destination): The person that reach the message where needs to be reached. 
Noise: It could have an impact during the communication process and does not send the message to the receiver. Here we can have a look into their model with this diagram: 
[image: C:\Documents and Settings\Andrew.ANDREWS-WORK-DE\My Documents\Handouts\Communication\Communication Models_files\Shannon-Weaver%20Model.gif]
 With the model of Shannon and Weaver we can refer to the studies case ‘Pedro and Maria’ which we discussed in the class. Maria one day called Pedro asking if after work, on his way home it could bring some chicken, but when Pedro gets back to home he sit on the kitchen and Maria was asking for the chicken and he explained that maybe there was a disturbance during the phone call and he understood to go in the kitchen after work. Here we have the Sender which is Maria, and the receiver is Pedro. There was misunderstood in the message which could be probably caused from the noise. So, this is the case could be that the noise of the building site distorted Maria’s message and Pedro heard “kitchen” instead of “chicken”. I have a similar example in my workplace as me and my team we work in different floors of the work building we need to communicate via radio. But sometimes there are issue between the sender and the receiver because of the noise. The best way to prevent on this to make sure that the encoder is switched on correctly and has the right channel to act. Not just with radio, sometimes also on the bell when we receive call from different couriers, and we can’t hear very well and in this case we have to go and see the person. As mentioned before this can cause frustration on the employer as the message doesn’t reach because the encoder does not work due various problems and it’s uncomfortable to work. 

2.2 “SCHRAMM”
The Schramm’s model could look equal but is different compared to the Shannon and Weaver: 
[image: C:\Documents and Settings\Andrew.ANDREWS-WORK-DE\My Documents\Handouts\Communication\Communication Models_files\Schramms%20Model%202.gif]









Looking at this picture Schramm’s model is a circular model because it indicates that the message can go in two directions. Once a person decodes a message, then they can encode it and send a message back to the sender. They could continue encoding and decoding into a continuous cycle and for this model this is the best way to avoid the interferences. If we take in consideration again the case of Pedro and Maria, he could call her back and asking her what she was meaning by kitchen while the question was not making much sense message back to the sender
He also emphasizes that the communication is incomplete unless and until the sender receives feedback from the recipient. Imagine a person sharing his thoughts with his friend and his friend not responding to him. Is the communication complete? NO. Schramm believed that communication is a two-way process between the first party and the second party.

2.3 “BERLO”

Berlo's model of communication is outlined into six stages: the communications source, the encoding of the message, the message, the delivery method of the message, the decoding of the message, and the message receiver.
[image: C:\Documents and Settings\Andrew.ANDREWS-WORK-DE\My Documents\Handouts\Communication\Communication Models_files\Berlos%20Model.gif]
Sender is the source of the message or the person who originates the message. The person or source sends the message to the receiver. The following are the factor related to sender and is also the same in the case of receiver.
Communication skills of a person is a factor that affects the communication process. If the sender has good communication skills, the message will be communicated better than if the sender’s communication skills are not good. Similarly, if the receiver cannot grasp the message, then the communication will not be effective. Communication skills include the skills to speak, present, read, write, listening, etc.
The attitude of the sender and the receiver creates the effect of the message. The person’s attitude towards self, the receiver and the environment change the meaning and effect of the message. Knowledge: Familiarity with the subject of the message makes the communicated message have its effect more. Knowledge on the subject matter makes the communicator send the message effectively.
For this model I would like to analyze the case study “The professor and village people”. 
A professor of English was living in a large house close to the little village but he didn’t had very much friend in the village as he was not living there and was not spending there. One day the professor felt asleep while smoking his pipe and he wakes up he realized that the house was on fire and running in the village asking for help nobody helped him. It is important to analyze the next step of it when the day after he return to the village and ask why nobody could help him and the people were saying “Why you didn’t say anything?! We would help”. In this case is the attitude which did not work as the professor was the sender and the receiver were the people village which they hear his message, but they just ignored.

2.3 “COMMUNICATION SKILLS”

The communication skills are: Verbal and Non-Verbal. 
Verbal: Oral speaking – choise of words, tone and pitch 
Non-Verbal: Written, Body language, facial expression, gesture 
There is main quality to use on the verbal communication like CLARITY (to be clear) using simple languages and not complicated languages, speaking slowly and clearly, choose words that say exactly what do you mean, making sure that your body language is sending the same message as your words. 
EMPATHY: To put yourself in the other person position; try to be courteous and friendly. Facial expression and tone of voice are important. These are things you would want from other people. SINCERITY: Be natural. Do not talk down to people. Do not make them feel down. Respect them.
KEEPING EYE CONTACT: Look at people when you are speaking to them. This shows that what you are saying is important that you are telling the truth.
About the Non-verbal communication we can say that we don’t need a word to communicate. 
We send out messages all the time by using our eyes, our mouths, our hands, our facial expressions, and by the way we stand or dress.
The body language play an important part in the non-verbal communication and it has different details as the Space, because somebody could feel affect from the space when the space is invaded.
Also the listen activity is very important as communication skill. 
The touch as we hug our parents, family and friend but we also just shake hands just to say Hello. 
Listening is often called the neglected skill because we were taught to READ, WRITE, SPEAK but not to LISTEN. It is therefore not surprising that immediately after we have heard something, we can remember only 50% of it. (Stanton, 2009). 
This activity has two important points: 
1.  Active listening: Paying attention and not doing other things like reading the phone or listen to music. 
2.  Empathetic listening: Listening and trying to put your self in the speaker’s house. 
For this I would like to analyse two of the case studies which we discussed in class: “A Day with the Chief” which there is Mark the top sales of his company that sell laptop and he has been promoted to go in California to know the Executive Chief of the company  but he’s afraid to go because people said that she treat people in a bad way so he is nervous because he doesn’t know what she’s going to talk about and ask him question or about how her will treat him. When they finally meet, Ms. Brown was very gentle to him offering him a cup tea or coffee. They talk about his professional goal in the company, she also asks him suggestion of how the company can be improved. Mark was finally relaxed and able to continue his conversation. 


5. WORKPLACE EXAMPLE
“MAX THE MULTITASKER”

For conclusion, I would like to analyse one of my workplace examples refer to the theory of “Max the multitasker” which is a person which he is very good to organise catering, wedding, birthday’s party and one day he meets Tamara, and she asked him to organise her wedding two years early. The wedding was successful, their family had a wonderful time, so Tamara became her client and she ask him to organise her 50 wedding’s parents. When she was trying to call him his line was always busy and when finally she spoke to him he asked to move the party one week early. He accepts that, but then when the day arrived Tamara and her family went to the party and they found out that was another party going on and they were all upset. Max was trying to apologise explaining that he was to busy and completely forgot about her event. In the end, Tamara didn’t reply to him as he was trying to call her every day.
In this case we can see that Max was completely busy and he forgot about her client. 
I found this case very interesting, which I see myself into because also if a work in retail which is different from hospitality, many times I want to take all the task and complete them by myself, when I should remember that I have a team behind me. It’s not good to take all the task at the same time, pretending to remember everything but then I discovered that it is an easy way to make mistake and affect my progress.
So, what I always do, also thanks to the course which I’m part, I’m organising my time at work, writing everything on my notebooks, organising my time and my task compared to the business expectation of the company. I count a lot on the time management because could be the key for make progress during the day and make sure that all the tasks are followed and complete by me and colleagues. 
It is good to be a multitasker but could be even better organising their tasks.
Also, me and my team we are improving our communications as we have a Daily planner which we have to follow, and we need to communicate to each other on the WhatsApp group when the task has been done. If not, doesn’t matter, its needs to be always communicate in case that the team is aware, and everyone is covered on their position.
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