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1. [bookmark: _Toc101541079]Introduction
Communication exists in almost all activities. Individuals exchange thoughts, feelings, ideas or opinions not only in verbal ways but also in a non-verbal manner. So, communication is sending, receiving and exchanging thoughts, ideas, information or messages through an appropriate channel or source. Also, the information exchanged must be understandable by the receiver. Therefore the development of communication skills is a key element for every individual for professional growth. Communication skill is the ability to send messages that are properly received and understood by the target spectators. In this process of communication, not only words but other factors like facial expression and body language are involved. In every workplace, good communication is essential for the successful running of the business. It helps to deliver and understand the ideas and information quickly and in an accurate manner. It is also important in decision making and teamwork. Efficient communication is important for maintaining an effective working environment. Poor communication adversely affects the business resulting in an increase in misunderstanding, conflict, and frustration and in worst cases may force for complete closure of businesses. There are several barriers to effective communication such as physical disabilities like hearing problems, differences in culture, differences in viewpoints and so on. For efficient communication, many models of communication have been developed. This report aims to discuss communication skills, various models of communication and the advantages and disadvantages of communication technology.
2. [bookmark: _Toc101541080]Models of Communication
Communication models help in effective communication. These models give new thoughts and ideas on various ways of communication and help in the effective communication process. Many models of communication have been developed. Here, three models of communication are discussed.
[bookmark: _Toc101541081]2.1 Shannon and Weaver (1948/49)
Claude Shannon was the main person behind the development of this theory. Warren Weaver also contributed to this model so it is known as Shannon and Weaver’s Model. This model is also known as Shannon Theory or the information theory. Due to its popularity, it is also known as the Mother of all models. It is the linear model of communication and provides a structure for analysing the way messages are sent and received. This model emphasises that the communication is based on six main concepts discussed below:
· Sender- This model believes that communication starts from the information source or the sender. They choose the way to send information.
· Transmitter or the encoder- It is the person or machine through which ideas are transferred into signals by which messages are sent to the receiver.
· Channel- It gets information from the sender and decodes it.
· Noise- This is the reason for the interruption of messages on the way of sending messages to the receiver. There are two types of noise: internal and external noise.
· Decoder- It is exactly the opposite of an encoder. It transmits the messages so that it is understandable to the receiver.
· Destination or the receiver- In this step, the receiver finally gets the message.
· Feedback- This is the final process in which the receiver responded. This was not originally developed by Shannon and Weaver, Norbert Weiner included this concept.
Maria and Pedro Case Study- In the case study it was clear that the miscommunication occurred due to the noise. Pedro was told to bring chicken and due to the huge noise in the building site, Pedro heard the kitchen. So it is clearly a case of the Shannon and Weaver model.
Workplace Example- It was witnessed in Tesco, that the company uses the Shannon model of communication. They believe that communication always starts with the sender and is received by the receiver. They believe that for effective communication the messages should be interpreted accurately and they also take care that there is no scope for miscommunication.
[bookmark: _Toc101541082]2.2 Schramm (1954)
Important Points- This theory was developed by well-known theorist Wilbur Schramm. This model believes that effective communication always requires the sender, message and ultimate destination or the receiver. It emphasises that communication is a two-way process where there is an exchange of information by both the sender and the receiver. Further information is useless unless there is an exact word and response. Therefore two important parts of effective communication are encoding and decoding. In this model, the communication starts from the sender then it is encoded and after this, the codes are transmitted into languages that are understandable. The interpreter analyses and understands the messages and after this, the message is received by the receiver also there must be an acknowledgement of the message received by the receiver. This model also emphasised that noise is the reason for the interruption of communication.
Maria and Pedro Case Study- In the case study of Maria and Pedro, the communication started by Maria and acknowledged by Pedro but the miscommunication happened due to noise. So instead of chicken Pedro heard Kitchen.
Workplace Example- Sainsbury always believes effective communication is the key to its success. They have applied the Schramm Model in their work and believe that communication is a two-way process and always welcome feedback. 
[bookmark: _Toc101541083]2.3 Berlo (1964)
Important Points- This model is a developed version of the Shannon and Weaver model. This model is designed to develop technical communication. This model believes that communication is started by the sender and the messages are coded and then decoded. Here channels or media transfer the messages and finally the messages are received by the receiver. Also, there are many reasons for miscommunication or interruption of communication like language, culture and so on. Further, they believed that communication can be a one way or two-way process. Berlo models believe that when the newsreader delivers the information the audience cannot respond. So this is a one-way process but there are cases where feedback can be given like on social media people can comment.
Professor and Village People Case Study- The case study of the Professor and Village People is clearly a case of the Berlo Model. The villagers did not understand the Professor's words and completely ignored him. The language barrier was the reason for miscommunication.
Workplace Example- It was witnessed that Cadbury has adopted Berlo’s model of communication and benefited from the model. They understood the factor of miscommunication and took the necessary steps for proper communication.
Literature Review: As opined by Rao, (2019), Communication skill is very important in the global world for fulfilling ambitions, goals and desires. It helps in communicating effectively and getting success in every field. Effective communication skills are desired by every organisation. As opined by Kubota, (2019), communication is used in various fields and is strongly emphasised by businesses. Interaction is the key element in developing communication skills. The author believed that the theory of Shannon and Weaver is based on the concept of information processing. Further, the reason for miscommunication is noise and the organisation should understand the reason and give importance to the reduction of noise. As opined by Kuznar and Yager, (2020), communication models are essential for decomposing the process of communication. The author further discussed that the Schramm Model included the influence of the source and the receiver. Also while sending any messages it is important to recognize the field of experience, it influences the encoding of messages and impacts how the message is understood by the receiver. As opined by Goal et al., (2021), media play an important role in today's world and it also influences the behaviour of people. Berlo’s model is a linear model of communication and is influenced by communication through media.
3. [bookmark: _Toc101541084]Communication Skills
In every sector of life including the professional field, communication skills play a vital role. It is a medium to build relationships and express the thoughts one has and share with others (Coffelt, Grauman and Smith, 2019). There are some ways of communication such as Verbal Communication Skills, Non-Verbal communication skills, Active Listening and Empathetic Listening. They are discussed below.
[bookmark: _Toc101541085]3.1 Verbal
Verbal communication skill is a way to communicate with others by using words to convey a message (Wikaningrum and Yuniawan, 2018). Verbal communication can be done in both forms of written and oral. It is important to describe as well as understand the information quickly and easily. It is also essential to use the right kind of words otherwise a wrong message will be conveyed to others. 
· A Day with the Chief case study: According to the case study of A Day with the Chief, it is understood that Mark had chosen the wrong set of words to communicate with the chief of the organisation while expressing his views about his working experience with the organisation. That enraged the CEO who had been talking to her politely. This showed how the words should be chosen wisely while being engaged in non-verbal communication.
[bookmark: _Toc101541086]3.2 Non-verbal
Non-verbal communication skill is a way of communicating, not using any words but by putting certain physical gestures and body language (Wahyuni, 2018). This can be done by making eye contact, giving some facial expressions, voice-tone, showing some particular postures and gestures and many more. If the verbal communication muxes with the non-verbal one, it makes the communication stronger.
· A Day with the Chief case study: According to the case study of A Day with the Chief, the way Mark used nonverbal communication, along with his verbal one makes the things he wanted to convey more impactful. The CEO, to make him feel relaxed, started communicating with him in a friendly manner so that he could be at ease. Mark took the wrong advantage of it by not maintaining proper etiquette as he loosened his tie and sat cross-legged before her and began to use the wrong language to express what views he had about the London office and his supervisor. His unethical behaviour infuriated the CEO as it was not expected behaviour from employees.
[bookmark: _Toc101541087]3.3 Active Listening
Active listening is about participating in communication, where another person wants to convey something. It is about growing the capability of listening to others and understanding what they want to convey through verbal and non-verbal ways of communication. After that, one should respond to that communication (Jones, Bodie and Hughes, 2019). This shows how one person is attentive, engaged and serious about the conversation. This is positive behaviour and approach to make communication better.
[bookmark: _Toc101541088]3.4 Empathetic Listening
Empathetic Listening is about being engaged in communication with having empathy for the person who wants to convey something through the communication (Jones, Bodie and Hughes, 2019). It is needed the most when a person is in a condition where he wants someone to listen and understand him.
· Max the Multitasker Case Study: In this case, Max did not listen with empathy to what Tamara wanted to convey. All she wanted was to make her parents happy before her father’s admission into the hospital. Max took it very casually and that ruined his prospects with a good client and broke her trust in him.
4. [bookmark: _Toc101541089]Advantages and Disadvantages of Communication Technology 
Communication Technology is a method of communication through the use of technology. This can be done by various means such as email communication, communication through various social media platforms and creating posts there, and creating blogs or videos on the topic one wants to communicate. Many advantages and disadvantages are associated with communication technology. Communication technology helps to communicate with people who live far from each other which can be done through the use of the internet. Through the internet, making the communication is much easier and more cost-friendly. It helps in saving the cost of timing that previously was needed in the conventional method of communication. Communication has become faster with the help of technology. This also helps in communicating with a lot of people at the same time as technology has connected every individual (Bhbosale, Pujari and Multani, 2020). Therefore people from one place on the earth can communicate with another person living all together in a different place of the world by using the technology of emailing and text messaging. Communication technology has made the online education system possible and reachable to every child. Nowadays, during the pandemics as schools are closed, children can communicate with their teachers and peer students in an online mode of learning which enables them to continue their studies. 
Along with advantages, communication technology brings with it a lot of disadvantages also. The first of it would be that people who belong to the older generation are not very competent to use this technology. The increasing graph of using communication technology everywhere has created issues for them. The most heinous use of communication technology is that it provides criminals to cyberbully others who are innocent and not very adept at handling this technology. Day by day, these types of crimes are increasing rapidly as the use of technology is also growing fast. Therefore the reliability of the communication technology is not assured and guaranteed. Technology has made communication between people less personal and more formal. The identity of the persons in this communication technology can be deceptive and unreal. In this mode of communication, the privacy of the participants can be severely damaged and it is not secured at all. Technology can never be able to express the feelings and thoughts of communication accurately. It can be a source of miscommunication as well because many people may misinterpret what a person wants to convey. This is because communication does not occur at the physical level but in virtual mode by using technology. 
5. [bookmark: _Toc101541090]Conclusion
Good communication skills and the use of communication technology in a proper way can be a good medium for building a communicative relationship with others. The importance of using proper words and body language is important to express what one wants to say. Not using any of it wisely can lead to miscommunication. At the same time, one must always listen to others actively about what they want to convey with proper attention and empathy. This will make the other people comfortable with his communication. Communication technology should be used in a way that will secure the privacy of people and prohibit any miscommunication.
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