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                                                       INTRODUCTION


Communication can be defined as the exchange of thoughts, information, or idea that results in mutual understanding between two or more people (Andrew, A. et al, 2017).   The oxford English dictionary defines it as the imparting or exchanging of information by speaking, writing, or using some other medium…the successful conveying or sharing of ideas and feelings.
What is important in any definition of communication is that it is a process, involving one, two or more persons, a message or information that needs to be sent and received and more importantly, a medium through which the information pass through.

The report will attempt to identify the different types of communication and how important it is individuals, teams, groups and society.

Effort will be made to mention the different theories of communication including Shannon and Weaver; Schramm and Berlo and how it applies to real life scenarios in my place of work as well as how the shortfalls of the models can be improved upon.

Communication strategies will also be looked into in order to ensure effective communication and the report will be concluded by the identifying lessons leant over the course of the report and my experiences in relation to communication as a whole.




IMPORTANCE OF COMMUNICATION
Communication as we now know, which is the process of exchanging information, ideas, knowledge and thoughts through an agreed medium between one, two or more persons, with a view to mutual understanding of enhancing good and quality relationship(s). Whether it is face to face or not, the importance of communication cannot be said to overemphasize
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It must be noted here that communication is different from effective communication in that a lot of communication takes place between and among persons but for one reason or the other, the messages are misinterpreted prompting inappropriate responses. Effective communication therefore is such that information passed by sender to Receiver is fully understood by both parties and that they will respond appropriately on sending or receiving the message.

For example, if a Mr. A (sender) asks Mr. B (receiver) for a pen in a face to face interaction (medium), the receiver then hands over a pen to the sender in response to his request, then effective communication has taken place because the message was fully understood prompting the appropriate response otherwise referred to as feedback.

From the above example, it can be concluded that effective communication saves time. As the saying goes ‘time is money”, any time wasted trying to figure out a message or wrong response or in some cases, no response at all, the cost attached to this could be very huge indeed especially to businesses that depend on time for their deliveries to meet their customer needs.

The success of any team or group in any school, workplace, business or government /public institutions depends heavily on the communication going on in there. In the 
Absence of any functional or effective communication among members, it will almost certainly be impossible to actualize organizational goals and objectives.
As for the individual, it could make him fail interviews that could have landed him/her their dream lifetime jobs.
Lack of communication between and among countries could lead to potential conflict as currently seen in the relationship between Iran and the United States of America (USA). The huge implication is that the lives of citizens of individual countries is at stake leading loss of lives if not managed and controlled.
The same goes for husband and wife at home. There is always disagreement and conflict if there is no understanding or effective communication between spouse
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From the above, communication or effective communication is very vital in all areas of our human lives and that is the more reason as students, we need to understand the types of communication as well as develop the right skills for each, in order to make our lives and that of our teams and community better.

TYPES OF COMMUNICATION.
There are different types of communication namely oral communication, verbal communication, written communication, media communication, non-verbal communication e.g. facial expressions, eye contact body gestures and hand movements etc. other communication types include proxemics and Para-linguistic cues.
VERBAL COMMUNICATION:
This is one of the most common ways individuals relate to one another in any environment be it home, school, work, business or government. It is usually face-to-face or through mobile phone or telephone.
Verbal communication is the use of language and speaking to transfer ideas, thoughts or information from one person to another. It is very efficient because the individuals involved can easily repeat what they said in another form so the recipient can understand the message and at the same time, non-verbal cues like eye contact and facial expression can support better understanding of the message (www.indeed.com)
Complex and complicated messages can easily be broken down and clarified by both sender and receiver provided they remain confortable using the medium of transferring or exchanging the message.
Examples of verbal communication include doing presentation to course mates in school, at work or meetings, having a one-to-one conversation with your boss or attending an interview with potential employer. It must be emphasized here however that, ACTIVE LISTENING remains the communication skill needed to ensure effective verbal communication.
It is equally advisable to minimize if not totally avoid using filler words like “um,” “like,” “so,” or “yeah.’ as it could be distracting when making presentations to your audience (www.indeed.com)
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                                                                                                                                                                                   NON-VERBAL COMMUNICATION:
This is the use of non-verbal cues like body language, facial and hand movements, eye contact etc. to express a message to others. It is highly connected to the use of language and speaking as it usually reflects what is said. However, it manipulated intentionally or unintentionally depending on the user or the audience. For example, an individual could be saying something but means something else with his body language.
Use of non-verbal cues in communication is vital because it helps individuals understand other people’s thoughts and feelings
It is therefore important that individuals involved in communication using non verbal cues need to be alert, sensitive, listen actively and not rush in making conclusion about what is being said but must be able to add the body language gestures to understand the message better.
PARA-LINGUISTIC CUES are any type of oral behavior that adds meaning to the words of a message. (https://study.sagepub.com/Morgan, Pg. 250).
 Para-linguistic
Cues include speed of speech- some individuals speak fast while others speak 
Slowly either because they need more time to say what is in their minds or that they are thoughtful and cautious about what they say.
Volume of speech- some individuals in conversations speak quietly making it very hard for others to hear them whereas others speak so loud that it could be a sign of anger or stress. Modulation in Pitch and intonation is the other form of Para-
Linguistic cues (http://study.sagepub.com/Morgan.)
FACIAL EXPRESSIONS are other means of adding meanings to a message during conversations. Eye movement- lowering and raising of eyebrows often indicate showing concern and surprise as well as frowning indicating negative emotion.
EYE CONTACT on the other hand suggests confidence in most Western countries whereas it is a sign of lack of respect in most Asian countries including China.
CROSS-CULTURAL COMMUNICATION means a type of communication process whereby meanings to messages are based on the culture of the individuals involved in communication. Some conversations and communications are straight forward, but others are not, they seem to be complicated, as you cannot give direct meanings                                                                        to what is said. This is often the case in China and other countries. Making eye contact during conversation is viewed as disrespectful.
WRITTEN COMMUNICATION: 
Any form of communication that involves writing or texting a message or messages to another could be referred as written communication. Sending emails, texting on social media eg. WhatsApp, Facebook, Instagram etc. writing and sending a memo, writing a letter are examples of written communication in practice. Individuals using this medium must be able to read and write as well as understand simple Basic English language if English is agreed by both parties as language of communication.
PROXEMICS: 
This is type of communication in which the location where individuals sit during communication or conversation matters a lot as it can hinder or limit contributions towards a conversation. For example, in round table meetings, individuals that sit beside the leader tend to be supportive in the conversations whereas those that are far away where direct eye contact is difficult tend to contribute less.
COMMUNICATION SKILLS:
These are abilities employed when sending and receiving message(s) from another. it makes room for you to understand others and for others to understand you.
In all of the above types of communication, ACTIVE LISTENING SKILLS is one of the communication skills that needs to be learned and developed in order to an effective communicator. Active listening therefore is the active search for an accurate understanding of another’s message, through the interpretation of verbal and non-verbal messages (https://study.sagepub.com/morgan). It means paying close attention to the person speaking as well as message for understanding. Avoiding all forms of distractions like cell phones, side talks in class as well making comments and asking useful and relevant questions to the speaker are the different means we can manifest active listening (https://study.sagepub.com/morgan).
Active listening in classroom is different from active listening in the workplace. It is therefore important that we understand the audience and environment and adapt our listening skill appropriately.
For example, I lead 14 individuals within my team. During conversations with them individually in different settings, I listen to their concerns and note it in my diary. Some tell me they have upcoming events at a certain date and that they wont be
available to work. I listen and ensure that they are OFF work that day after arranging for their replacement. They are usually happy and fulfilled when they resume the next working day. In this way, I have successfully maintained good relationship with my staff. They trust me and know that I am always available to actively listen to their concerns.
In another situation, my boss has instructed that I send him reports of the challenges we face on the field daily through email. I send him the daily reports through email and I have and still doing it till date because I understand the message given and have responded appropriately to his instruction. As a result of this, I have a very good relationship with my boss.
In both work experiences, the feedback is very positive as it meets the purpose of the message sent out to me.
POSITIVE ATTITUDE 
This is a very important skill in workplace as it can reassure your work colleagues in times of difficult challenges. Asking a work colleague how he or she is doing or praising your subordinate for a job well done is a good way of maintaining good relationship in a work setting. Emphasis should be on proffering solutions rather than stressing on the problems. Work colleagues build trust and confidence in you. 
RESPECT THE VIEWS OF OTHERS
When we engage in discussions during briefings, meetings, seminars and workshop with work colleagues, it is very critical that we hear them. We should not interrupt them because it could be interpreted as disrespectful. 
RECHECKING WRITTEN MESSAGES BEFORE SENDING.
It is important that we learn and develop the habit of rechecking for spelling errors and use of complex words in written communication because a word typed in error or used in error could convey an opposite meaning to a message and this could adversely affect the relationship between the sender and receiver of the message.
HOW COMMUNICATION SKILL CAN BE IMPROVED
I know myself as a very loud person when talking but I came to a point in my work place where I realized that my work colleagues perceived the attitude of talking loud and audible, which I am used to, as rude, disrespectful and awkward. I was registered to attend a communication skills workshop. In the workshop, I learnt that I could do away with my habit by role-play, open discussion with others and doing assignments. Since then, I have noticed that I now speak without being loud and my messages are clear and concise. Thanks to the workshop I attended and I can say proudly that I am now a good communicator.
In all that has been written above, we must not forget that effective communication we have today owes its origin from Shannon Weaver model of 1948.

SHANNON WEAVER MODEL
The Shannon Weaver model is a linear model of communication by providing framework upon which messages are exchanged between sender and receiver. It originally identified 6 steps of transmitting messages namely:
1. Sender (information source)
2. Encoder (transmitter)
3. Channel 
4. Noise
5. Decoder
6. Receiver (destination source)
Shannon ‘s model used mathematical representation in analyzing the process of transmitting messages. It was criticized heavily for this, as human communication cannot be mathematically representational but dynamic-always changing in nature. As a consequence, Warren Weaver added the concept of feedback and it changed from linear to cyclical making communication a two way process.
The significance of Shannon Weaver model of 1948 in relation to effective communication of today is that it was first to identify the concept of Noise as an obstacle preventing messages not reaching the receiver from the sender. In other words, it highlights how messages could be lost or distorted in the process of communication. Developments in the use of this model therefore advise that causes of the noise be identified, minimized and if possible eliminated if it’s within the control of the individuals involved. This is to ensure that effective communication takes place between the sender and the receiver (https://helpfulprofessor.com/). 
Other communication models include Osgood-Schramm 2 way model as well as Berlo’s sender-message-channel-receiver model of communication. They are all theories put forward to explaining how communication occurs and how it can be improved upon.
Communication between employees and management is continuous and dynamic. Managers send out messages through emails or written memos to heads of departments, who in turn breaks it down and interprets it to the employees. The employees in turn sign off these memos indicating they understand the instruction passed on to them. Whereas the managers in this case are the sender, the employees are the receiver and the emails/ written memos that are sent out is the media that carries the message. They sign off sheet in the memo that they understand the message is the feedback as illustrated in all 3 types of communication models identified above.

CONCLUSION:
Communication plays a major role in our daily human lives be it home, school, university, workplace or community.  In the absence of effective communication, it will be difficult if not impossible for organization to achieve their goals. It is in light of this, that most organizations will seek to employ individuals who have good communication skills to be part of their teams. Organizations spend huge amount of money to train and retrain staff lacking in communication to show its significance.
Communication skills can be learned and developed and with it, individuals and organizations alike are guaranteed of success for the future.
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CASE 2: Steve was exhausted from work when his wife, Sally, came home. So he was 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 itwait?". The next morning while they were in the kitchen making
breakfast, Steve said, ‘Did I tell you what happened at work vesterday?. Sally said nothing, but
walked out of the kitchen.
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EXerCise2: coMMUNICATION: A CASE STUDY

A5 You read their case, think about how you might help communicate with the employee to
fMedy the conflict. Answer the critical thinking questions at the end of the case and, wherever
P°Ssible, 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
Yearsold. 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, afﬁw_pli@s

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: 1 heard Yyou 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?

2(Page
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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?’
‘What Chicken?’ Asked Pedro.

The one I asked you to get on your way home.’

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

Q: Why do you think Pedro misunderstood Maria?
=L: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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Review any lecture content not covered See Weeks 1.6 on moodle

Exerclse: Classroom divides Into self-defined groups of 4-5 persons, (5 minutes)

Reference: Cssential Texts from the Module Outline, Maund et, al. 2017 and Morgan 2017

The situation: (Read aloud and clarify keywords and discuss anything ambiguous)

The team are the management of a huge BMW dealership in London and the South East.
(Pick another car brand if you do not like BMW)

They have been caught discounting vehicles against other dealers to close sales. The Brand
owners in Germany have asked them to relinquish their distributorship. A Chinese electric
car brand is eager to find a British partner to test the market for electric cars. They have
made an exploratory phone call to management

The work force knows something is wrong and people have started informally to ask

questions to management. Management have replied with “we are still BMW dealers as at
this moment.... You must concentrate on your work in front of you”.

The work force has key members who are taking days off without warning or due cause.
BMW have given them a deadline by which they must cease activity as a main dealer.
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5. Describe a way of communicating with these groups to achieve your objectives

Words and Messages, and Media.

6. Develop a briefing for each of these stakeholders groups, organised as if they were here
in front of you, use as many people as possible and reach these groups.

Presentation

Each group presents the main features of their communication strategy to the other groups
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