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[bookmark: _Toc70714110]1.Introduction
This report is based on communication skills and technique. We be exploring the different types of communication models such as, Shannon and Weaver, Berlo and Schramm models of communication and case study and how they could have benefit from the communication models.  also reflecting on miscommunication in the workplace.

[bookmark: _Toc70714111]2.. Models of Communication
 Communication is the act of transferring information from one place to another. This can be verbally using voice, written using printed or digital media such as books, magazines, websites, or emails. Non- verbal using body language, gestures and the tone and pitch of voice. Visually using logos, maps, charts, or graphs. How well the information is transmitted and received is depending on the communicator and their communication skills. (skillsyouneed 2020).
Communication is the key to any relationship whether it is personal or work related. It is important especially when working in a care setting. Good communication allows service users to feel cared for knowing they are valued. Effective communication creates a better working environment for service users and their carers which creates transparency and openness, this allows them to feel empowered and motivated. (Webber. J 20/02/2020)

[bookmark: _Toc70714112]2.. Models of Communication 
2.1 Shannon and Weaver – Claude Shannon was an American mathematician and electronic engineer. Warren Weaver was an American scientist, together they collaborate and wrote an article “A Mathematical Theory of Communication” which was first published in 1948, it was later republished in a book form in 1949 by the University of Illinois press, together an expository introduction by Warren Weaver.  The mathematical theory is known as Shannon and Weaver models of communication or the mother of all models. (Shannon E C, Weaver W 1998)
Warren Weaver in 1949 revisit the models and notice that there was something missing from the model, so he suggests two minor addition to Shannon’s well-known diagram of communication. His suggestion was sematic noise and semantic receiver. The semantic receiver simply put through the message to a second decoding. This allows the quality of the message to be transferred in its original content to the receiver. (Leidesdorff, Petersen, A, Ivanova, I. 2017)
Shannon and Weaver also have a model they referred to as the liner model of communication, this is used by health care professional during handoffs. This model critically analysed patients’ handoffs, where error can occur. The model identifies three issue in communication where error occur. The transmitter, channel, and the receiver. (Mohorek, M, BS. Wedd, T, P 2015)  
[bookmark: _Toc70714113]Shannon and Weaver model concepts:
Sender /Information sources – Sender is the person who create the message, then decide how that message will be delivered.
Encoder / Transmitter – Encoder is used by the sender to transmit or convert message into signals or binary data.
Channel - Channel is the means used to send message.
Decoder / Receiver – Decoder is the machine used to convert signals or binary data into or the receiver who translate the message from signals.
 Receiver / Destination – Receiver is the person who gets the message or the destination where the message was intended to reach. The receiver will provide feedback if necessary, depending on the message.
Noise – Noise is the physical elements that cause disturbance to the message like the environment or people. This can affect the way the message is being receive.
Shannon and weaver strength – By removing noise or anything that is causing the noise, this will make the communication process more effective because communication is a two-way process. (businesstopia.net)
Weaknesses – Shannon and Weaver model is missing important element of communication which is feedback. The model fails to understand that human communication is based more on meaning than information. (Sciensity.blogspot.com 2013)

[bookmark: _Toc70714114]2.2 Schramm Model
“Wilbur Schramm established the field of communication study by founding the first doctoral granting programs also the first university base communication research institutes, he also wrote the first textbooks for communication. (Encyclopedia.com.2021)
Schramm introduce his model of communication in 1954. He argues that information is no good unless or until it is carefully put into words and then transport to others. He believes that encoding is vital in the process of communication by converting thought into content. He believes that encoding and decoding is the underline factor to achieve effective communication. He further highlighted that communication is not complete unless the sender receive feedback from the recipient. 
Schramm opinion is that a person’s cultural background and experience is very important in the way they communicate. People from various ethnic groups and religion tend to interpret the message in different ways. Schramm model is mainly based on the sender, message, and the receiver. (Management study guide .com 2021) 
Schramm’s model strength – this communication model is a circular not a liner. The model talks about barriers such as religion beliefs, values or background that can affect the way the message is being interpreted. (study.com 2018) 
Schramm model weaknesses – the model fail to understand that communication can be different. many times, you can have a person of authority figure talking to multiple people and each person interpret the message in their own way according to what they hear. (helpfulprofessor.com 2020)

[bookmark: _Toc70714115]2.3 Berlo’s Model
David Berlo develops his model of communication in 1960 from Shannon and Weaver model.it represent the simplest form of communication, known as the SMCR model of communication has four components, which stand for Sender, Message, Channel, and receiver. Berlo describes the components to his basic process of communication. (toolshero.com 2020)
[bookmark: _Toc70714116]Components of Berlo’s model of communication 
S -Source
S-Source – the source is the sender or the originator of the message. 
Communication skills – A person’s communication skills are a factor that influences the communication process. The message will be communicated better if the sender has good communication skills than if the sender does not have good communication skills Similarly if the receiver does not understand the message, the communication will be ineffective. communication abilities include the ability to speak, present, read and write.
· Attitude – the attitude of the sender and the receiver generate the outcome of the message. A person attitude towards the receiver and the environment can the meaning and outcome of the message.
· Knowledge – Familiarity with the subject of the message increases the impact of the communicated message. The communicator’s knowledge of the subject allows him or to send the message effectively.
· Social Systems - the social factors that can influence the way the sender communicate the message, religion, rules values, laws, and many other factors such as place and social systems.
· Culture – message differ due to cultural differences. A person from one culture may find something offensive that is widely accepted in another.
M-Message 
A message is the content that sent by the sender to the receiver. It can be in the form of voice, audio, text, video, or other media. The key element affecting the message are:    
· Content – which is the entire message from the start to the end of the content.
· Elements – are non-verbal entity that follows the content such as gesture. Signs. language, etc.
· Treatment – this is the way the message travel to the receiver which also affect the feedback from the receiver.
· Structure – the way the message is structured or arrange, will influence how effective the message is.
· Code – the message is sent in the form of code such as language, text, video, etc.
C- Channel
Channel is the platform used to send message. communication can be collected using technology channel for example telephone and the internet. Human being five senses and the channel of communication and the effectiveness of the channel.
· Hearing – message is being receive through hearing.
· Seeing – through seeing we recognise. also get non – verbal message by seeing.
· Touching – most non – verbal communication accouris through touching like holding hands.
· Smelling – we collect information from smelling.
· Tasting – taste also dispense the information to be sent as a message.

R – Receiver
[bookmark: _Hlk70670053]The person who receives the message sent during the process is referred to as the receiver. This model believes that for communication to be effective, the sender’s thinking pattern and all other factors mentioned above must be in sync. The message may not have the intended effect. The receiver must also be excellent listener. Other include:( businesstopia.net 2018)
· Communication skills
· Attitudes
· Knowledge
· Social Systems
· Culture
Berlo’s model strength- in the 1960sDavid Berlo established the Berlo model of communication. Unlike the Aristotle model this model asserts that the emotional aspect of the message is an essential component of communication. (marketing91.com 2020)
Berlo’s weaknesses – the model looked at people as equal to have a level of effective communication.it lack feedback and have no room for noise, also does not mention any barriers.it is complex liner model. (businesstopia.net 2018)

[bookmark: _Toc70714117]3. Communication Skills
3.1Verbal Communication 
Written and spoken are both from of verbal communication. The words we use can have a big impact on whether other people understand what you are trying to communicate to them. For example, communicating with a young person or who does not speak our native language fluently, under these conditions you must used simple language, short sentences, and check for understanding regularly. The process is different, when talking to a friend you might use jargons. A colleague it is more formal language. (skillsyouneed.com 2020)
3.2. Non – Verbal communication 
We use non- verbal communication everyday more often than we realise. this includes non – verbal signals, gestures, facial expression, body language, tone of voice and even our appearance. For example, going to a job interview and not dress appropriate wearing t shirt and jeans.

3.3 Listening
Communication is a two-way process. Listening is an important part of receiving information. For example, being distracted at an interview.
Writing Skills
Writing skills is important part of communication, for example when handing off patient the other person you hand off should be able to read and understand what is written. (theblancecareeres.com 2021)

[bookmark: _Toc70714118]4. Case Studies
4.1 Case study 1
Barry is 27-year-old restaurant manager who supervised the kitchen staff. Ages 16 to 55 years old. Most of his staff is from a different ethnic background and English is not their first language, Barry is food safety officer, some of the staff are trained, but training is often rush. Barry tried his best when it comes to food safety, by putting signs up and getting training for the staff. Barry often works long hour, so he sometimes forgets to take care of himself. Barry arrived at work and found the meat left out on the counter unattended. Barry was frustrated he felt like he was beating his head against the wall trying to get his employee to follow the food safety protocol.
Barry is having a communication problem because most of his employee does not speak or read English properly because the English is not their first language.
Barry could benefit from Schramm and Berlo’s model for communication. Barry could ask for feedback and consider their culture diversity to make sure his employee understand what he was trying to communicate to them.
[bookmark: _Toc70714119]4,2 Case study 2
An English professor from a well-known university lived in a large house near a little village. HE has never mixed the villagers because he feels there are beneath him. One night was smoking and feel a sleep and his house caught fire, the professor wakes up to find his house on fire rush into the village screaming. The edifice is being consumed by a great conflagration. When the professor returned home his house was completely burn to the ground. The next day he went into the village and ask the people why they did not help. The village replied you did not say your house is on fire.
The professor issue is self-worth he believed he is too educated to mix with the commoners.
The professor could have used simple language such as fire my house is on fire. Berlo’s models talk about communication in the simplest from. 

[bookmark: _Toc70714120]5. Work scenario 1
The support staff must follow a care plan which is writing by the nurses for student who are gastro feed. On this day, the nurses bay was full and noisy. The support staff looks at the feeding plan and realise the regime has change she return to the nurse and show her the care plan and instead of the nurse own up to her mistake she blames the support staff.
Shannon and Weaver model of communication applies here if the noise were removing the nurse would be able to concentrate and avoid errors.

[bookmark: _Toc70714121]5.1 Work Scenario 2
Staff at Oval College went to a meeting about the covid 19 last year march, the manager spoke for half an hour and at the end of the meeting everyone was even more confused than before. Staff have no idea if they still have a job because some staff only get paid if they work because of no contract.
The Shannon and Weaver model stated that the sender must be clear so that the receiver can decode the message clearly, that why staff was confused.

[bookmark: _Toc70714122] 6. Conclusion 
Communication is important, based on the evidence gathered communication is necessary with in all environments such work or social interaction. without communication it would be impossible to have integration.
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