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1. Introduction
Communication is any act of information transmission between two or more individuals (sender and receiver). It can be verbal (words) and non – verbal (expressions, symbols, signs). The meaning of communication from Latin language is “to share” (Editorial team, 2014). 
Communication is the most important skill among the all skills we develop during our life. It defines the success of our relations in personal life and professional growth. It is extremely important in management where the way a person communicate can determine strong or weak business relations; it defines the quality and efficiency of relationships with clients and employees. In this report I will explain the types of communication, I will show the importance of communication giving an example with a relevant situation in my work place. The aim is to make reader understand how the poor communication can affect the business and how this communication can be improved by applying the relevant theories. 
2. Type of communication
There are two main types of communication – verbal and non- verbal. Both are very important especially when we combine talking (verbal communication) and body language (non-verbal communication). Each of the two types (verbal and non-verbal) contains subcategories which I am going to explain more detailed (The Business Communication, 2013)
2.1  Verbal communication
We call verbal communication the use of written or oral words to transmit information or messages. 
2.1.1 Oral communication 
Oral communication is the way thru which messages or information are exchanged  by talking between the sender and receiver. It can be broken down into two ways: speaking and hearing. It includes the information transmitted by television, radio, face-to-face conversation, telephone.  
2.1.2 Written communication
Written communication is a communication process in which information or messages are exchanged in written form between sender and receiver. It can be broken down into two ways: writing and reading. It can be done thru letters, memos, and reports.
2.2  Non-verbal communication
Non-verbal communication is when the message or information are transmitted without using written or spoken words. We can point four types of non-verbal communication: 
· Aesthetic – art, music, theatre, dance
· Physical – body language (smile, frown, wink), proximity (physical distance)  
· Signs – include any signs
· Symbols – any object (material one) that claim social status (Appendix 1)

3 Importance of effective communication and communication models
As I mentioned above the right communication is crucial in each aspect of our lives especially in career. The professional field is where the communication defines our success and growth or our failure. The right communication with the client can lead to further deals and long-term relations. Example for that is well-structured letter, offering I discount and valuating the client, which can provoke  him for a further purchase (Appendix 4).  To be able to send a clear message or to receive and understand it seems very simple but is actually not. Many obstacles (channels) can appear during the process and I am going to explain them and give examples with the in class exercises and relevant communication models. The models of communication I am going to explain are Shannon and Weaver model, Schramm model and Berlo model.
3.1 Shannon and Weaver model of communication
Two Americans created this model in 1948. Shannon (mathematician) and Weaver (scientist). In the beginning, the idea was the technical communication to be improved but later it was incorporated in Communication field in general. (Communication Theory,2014). This is how their model looks like (Appendix3):
Sender → Encoder → Channel → Decoder → Receiver
|_________________feedback___________________|
Source: Created by Author

· Sender is the person who is sending the message
· Encoder is the brain of the sender
· Channel is usually the noise but it can be any obstacle, interrupting the process
· Decoder is the brain of the receiver
· Receiver is the person who receive the message
· Feedback – receiver confirms the message to the sender
· 
This is a very simple, clear and easy to understand communication model but we have to mention that in this model the feedback is not very well covered.  Good example of this model is the case Pedro and Maria where Maria is calling Pedro on the phone and asking him to buy a chicken. Because of the noise around Pedro, he hear that she will wait for him in the kitchen (Appendix 2). There was misunderstanding between them because of the noise and because there was no feedback from Pedro’s side.

3.2 Schramm model of communication
This model is not the typical one and presents the communication between ourselves or  two persons. It is presented as a circle where the two communicating persons are receiver and the sender at the same time  [image: https://www.communicationtheory.org/wp-content/uploads/2010/01/Osgood-Schramm-model-of-communication1-1024x522.jpg]
Source: Communication Theory 2014
In this model the situation is constantly changing, the communication moves in circular motion, each person is a sender and receiver at the same time, the feedback is a main part in it. What we cannot see here are the obstacles during the communication (noise) and it presume the encoding and decoding process (Communication Theory, 2014). Example for this situation is the case with Mark and Miss Mills. A dynamic face-to-face conversation between the employee and the boss where Mark completely misunderstand the messages send from his boss. He take her smile and positive attitude as a feedback and instead of asking questions to clear the situation, he assumed he is decoding her message in the right way. He started treating her like a colleague, which led to the bed consequences. (Appendix 6)









3.3 Berlo model of communication 

[image: https://www.communicationtheory.org/wp-content/uploads/2010/01/berlos-smcr-model-of-communication-picture.jpg]
Source: (Communication Theory, 2014)
This model combines many factors during the communication. As we can see from the table the sender and receiver has to be at the same level, the role of a good communication is spread equally between both sides which rarely happens and the result is bad communication. In this model we cannot see the role of the communication obstacles and the feedback doesn’t exist.  The inconvenience of this model can be explained with the case of Barry and his staff. (Appendix 5).As a restaurant manager he is giving the right messages to the kitchen staff but without keeping in mind the noise around, the attitude, the culture and finally yet importantly, he is not asking for a feedback. The Berlo method of communication can be applied only between people with the similar interests, knowledge and background (Communication Theory, 2014). 
We can see that the three models can be used and applied in daily situations but we have to be aware about the field and the purpose we are using them. The knowledge about  them and their strengths and weaknesses is giving us the opportunity to master our communication skills in our own work place. 


4 Communication in my work place
As a bartender I have the opportunity to communicate constantly with people and to meet endless obstacle during my working hours. There is permanent information transmission between the staff and the managers, in between the team, between the team and the clients. The specific situation I am going to describe is about bad communication and not clear message sent from the manager to the staff. First of all, it was always been said from the assistant manager to the staff, how the things should not be done but not how they should be done. The second thing, there was no briefing before each shift, so no one knew (except the managers) anything about reservations, food orders and drink orders which led to lot of stress and confused situations between kitchen staff and the bar staff. The third situation is the orders given during the club hours when the music is loud, it is crowded and the stress is at its high levels. If we use the models of communication, I think we can apply the three of them in those three cases.
4.1  Case 1
 If we use the Shannon and Weaver model in the first situation we can see how it can be improved. With the first problem, instead of sending the unclear message of what is not wanted from the staff it can be clearly explained what is wanted. This should be done in the quiet hours when the pub is not that busy and the feedback should be asked form the staff.  The Schramm model can be applied in conversation between the managers and the employees face to face. In some cases it can help to clear the confusion of what is the exact task wanted from the employee and is that person capable to do what is required. The Berlo model can be used with the most experienced staff, because is giving the opportunity the communication to be placed at the same level of knowledge, experience and culture. 
4.2. Case 2
According to my opinion, briefing before each shift is a must. This is the best form of communication between managers and employees on order to run a smooth and successful business. Again applying the  Shannon and Weaver model, the information should be given to the staff but in oral and written form. Each person should know what is wanted, what are the priorities, when not to take food orders from the bar when the kitchen is busy or to warn the clients there is a long wait for food .Again asking for a feedback from the staff is crucial.  The Schramm model can be applied in face to face conversation with the people engaged with the reservations and the kitchen staff. The Berlo model is the correct choice in conversation with the supervisors, responsible for the rest of the emplyes.
4.3  Case 3
This is the most problematic case. There are some solutions for it but it cannot be fully resolved. As we all know, working in an extremely noisy environment and talking with people is not an easy task. There are some solutions like specific body language and gestures but it still takes a lot to send and receive a clear message. The communication with the clients is the most difficult and it requires constant feedback and the use of physical object to confirm the order (pointing the bottle with particular drink for example). The use of the communication models in this case is mainly in between the team.  The best model here is the Berlo. During the busiest hours the communication is strictly professional orientated. That means every person is concentrated on his job and we all communicate at the same level of understanding, listening, culture, attitude and knowledge. The main problem is the noise. The solution according to me is the use of hands free radio system which can aloud all the team to be involved in the communication. This technical communication system we can combine with the Shannon and Weaver model and to increase the chance to receive a clear feedback. 

5 Conclusion 
 The effective communication is based on constant developing of knowledge, experience and practice. This  is one of the most important skills we can possess and improve. Analyzing the communication on my own working place and how it can be improved, helped me to realize and understand the significance of this skill. Communication has a big impact on our daily life. Offering the right communication it can be life changing. It can release the stress, improve the relationships within the team, increase the productiveness and increase the business prosperity. It is so precious that, in my opinion, it has to be mastered and applied in any possible aspect of our lives.
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