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1 Introduction

In this report I will explain the importance of verbal and non-verbal    communication in our life by referring to case studies in the context of my work. 
Communication is a complex phenomenon and a fundamental element of society, in fact, culture exists because human beings communicate with each other.
Communication literally means, "to share", in fact communication is the exchange of cultural and spiritual goods such as ideas, opinions, feelings and intentions.

















2. THE MODELS OF COMMUNICATION 

2.1 SHANNON AND WEAVER 
Communication is the transmission of information. This definition is known as Shannon and Weaver's Mathematical Theory of Communication. The sender has a principal role and the receiver has a secondary role. This theory breaks down the communication process into its fundamental elements, such as:
A source capable of processing a message (set of information to be transmitted);
A transmitting device (which codes according to the chosen means of communication);
A means or channel of communication (through which the message travels);
A source of noise (which can modify or deteriorate the message);
A receiving device (which encodes the message);
A recipient (who receives the decrypted message).
The purpose of the mathematical theory of communication is to study the best strategies so that the message arrives intact at the source.
Shannon's model applies not only to telephone conversations, but also to face-to-face communications.
Two new elements are born from the Shannon-Weaver model: encoder and decoder or encoding and decoding.
In particular, these are:
Choose the channel
Choose a code that is as shared and robust as possible;
Encode the message in redundant form, to keep it intact even with noises.
Shannon's model has been an element of fundamental importance in the past years, but we soon realized its total lack of semantic references to the code: this model did not offer many tools to delve into the mysteries of human communication. Its limits could only be overcome by abandoning the concept of communication as an exchange of information and starting to consider the complementary aspects of communication, such as intentionality.
In the sociological field, communication is simply defined as a process of collective and shared construction of meaning, a process endowed with different levels of formalization, awareness and intentionality.
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An example from my own workplace: Kata is a GM in a restaurant, she calls Peter to let him know what time he has to start tomorrow in the restaurant. She said: “Tomorrow at 11am your shift is going to start “. Due to the hight volume of the music Peter understand just Tomorrow your shift is going to start, after this he give her the feedback by saying: “yes tomorrow, but what time?” 

Sender: Kata
Encoder: Telephone
Channel: Landline phone
Noise: Hight volume of music 
Decoder: Telephone
Receiver: Peter 









2.2 SCHRAMM

   Starting from the premise that it is wrong to consider that the communication process begins somewhere and ends elsewhere in the circular model, both parties involved in the conversation has the same function considering that they are equal.
Schramm proposes two essential models: encoding and decoding.
     Encoding is the first act of the communication process which consists in the fact that the intentions of the communicator must be translated into words and images, they should create the form of the message.
     Decoding is a process that answers the following questions:  
· Will the message be understood as the communicator thought?  
· Will he agree with the message?  
· Will the receiver react as the sender expects?

     Based on the Shannon and Weaver model, Wilbur Schramm developed his own model where the main idea is to emphasize the interactive nature of the communication process.
    In the Schramm model the feedback is returned from the sender to the receiver, and so go on until the message is clear.
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An example from my workplace: William is a supervisor in a restaurant and Nicola is the head chef. William is dealing with a customer with diary allergy, so he needs to inform the kitchen about this. So, in this case the roles are the follow:
 
Encoder: William
Message: Table 52 has dairy allergy
Decoder: Nicola
 

2.3 BERLO

The model Berlo, is a model of communication which is based on Shannon and Weaver. Berlo described factors affecting the individual components in the communication making the communication more efficient.
 We have the sender, the message, the channel and the receiver which has the same importance, the difference in this model is that each of those components are affecting by many factors.
The sender and the receiver can be affected by:
· Communication skills are the skills to speak, read, write and listening, if one of the sender or the receiver doesn’t have a good Communication skills the message can be compromised.
· Attitudes: It’s very important what you send thought gestures such as, facial or postural expressions, when you send or receive the message also this can affect the content of the message. 
· Knowledge: In this field, communication is more effective when you are more familiar with the content of the message. If the sender and receiver are aware of the subject, it makes the communication smoother.
· Social system: The place and the context where the communications is happens are very important beside the value, laws, rules and other many social factors which can affect a good communication
· Culture: There are many differences between cultures, as an example in a culture might find something very offensive which in another culture is accepted.

The message is a form of voice, text, video or other many things like media. Can be affected by:
· Content is about what all the message contains
· Elements are not verbal such as: gestures, signs, language etc. 
· Structure is the way which the message was transmitted this can also affected the communication  
· Code is the way which the message was been send such as: video, text, vocal.
· Treatment is the way in which the message is sanded to the receiver

The channel is the way via we are sending the message such as: internet, phone, radio. The five sense of the human being is the channel of the communication flow and can affect the effectiveness of the message. 
· Hearing - we receive the message through hearing.
· Seeing – we perceive through seeing , we also can see the non-verbal message
· Touching – Many of the non-verbal communication happens from touching like holding hands.
· Smelling – a lot of informational we can also collect from the smell
· Tasting – Taste also provides the information to be sent as a message.
  
The receiver is the individual who receive the message. This model of communication believes that if the sender and the receiver are not similar the message can lose effectiveness. The person who receiver the massage can also be affected by the same factors as the sender.
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An example at my workplace of poor communication:

Eddi is a runner in my workplace. He is 40 years old and is a very hard worker, in the meantime he doesn’t speak English just few words. Every Day at 12 the management team gives a quick briefing about how is going to be the day and how we going to work in the shift. Marina is 24 years old and she is an assistant manager, as a part of the team management she needs to supervise and support all the staff in the daily duties.  Eddi's duties are to help the waiters in cleaning the tables, to polish the glasses and cutleries. Lunch time was getting busy and by mistake the kitchen send Eddi to deliver the food in a table with a nuts and peanuts allergy, which wasn't in his duties because the managers are dealing with this.  Unfortunately, the penne pomodoro was giving to the allergic person, by Eddi. In the meantime, Marina arrived at the table with the rest of the food and luckily, she realised that the plates were delivered to the wrong person and she fix the problem straight. 

In this situation the Berlo Model of communication explain clearly the differences of the level of communication between the sender and the receiver and the importance of the channel and message. In this case the difference of the cultural background between Eddi and Marina are huge and also the busy environment doesn’t help them much. Marina needs to make clear what Eddi can do during his shift and what cannot do and why. They are clearly not having the same communicational skills, knowledge, culture, social system and attitudes. Eddi also needs to understand also that he cannot assume a huge mistake like delivered the food at the wrong person, even if he wants just to help his colleges, because this can create a serious injury and a lot of troubles for the company. 
  











3. COMMUNICATION
When we communicate, we are sending much more information than what we would like to say with our words: gestures, posture, voice intonation, even silence can reveal emotions and thoughts, influencing the effectiveness of our message.
There are three levels of communication: verbal, paraverbal and non-verbal. The difference between those who can communicate effectively and those who, are unable to convey the message in the way what they want to communicate the real message. 
 
3.1 VERBAL
Verbal communication is made by the words which we use when we speak or write, and normally it is also the level we are most aware, the one which we take care of with the most attention because we are more aware of it.
When we have to express ourselves, in fact, we try to choose the words carefully, adapting the register to our receiver: if we are in a formal context, we will use a more refined language; if we speak in an informal setting, we will use a more colloquial jargon. In general, we try to construct the speech based on the receiver, so that it is clear and understandable, as well as persuasive, and to achieve interest and curiosity in the interlocutor.

3.2 NON-VERBAL
The second level regards the non-verbal, everything that is transmitted through posture, movements, the position occupied in the space respect to the interlocutor, but also the way of dressing.
"Non-verbal" language is also present when we communicate by writing a message: if we write by hand, the calligraphy or the type of paper used can reveal our mood or importance which we give to the message. In an email for example, the type of font, colour or any use of images are important indicators.
In this case, we are not always aware of how much these elements are saying about us, and also how important it is to know how to read them for understand better who is in front of us.

3.3 PARAVERBAL
The third level of communication is the paraverbal one, which is the way we say something.

In oral communication, the indicators are the pitch, speed, timbre and volume of the voice. In the case of written communication, we have for example the punctuation and the length of the periods, elements that give the text rhythm and speed.

Compared to the first level, we are less aware of these aspects. In fact, if it is normal to prepare a speech or choose some words instead of others, it is less usual to decide the tone of voice or timbre. Communication professionals do it, while the "non-experts" use paraverbal communication in a natural way, without paying particular attention to it.


3.4 ACTIVE LISTENING
Active listening it is listening with interest and attention, which takes place through a series of feedbacks. It goes beyond the ears and manifests itself through all the senses, expressing itself in small concrete gestures recognizable by the speaker.

The visible signals have value only if they are based on an invisible principle: active listening is based on the intention to really and deeply understand the message that our interlocutor is sending us. A message that reflects his vision of a situation or the world, a vision that is perhaps very different from ours and that we are really interested in discovering.
Active listening is a skill that can be developed with practice. And, to get started right away, here are the four basic rules for preparing to listen: suspend judgment on our interlocutor, be empathetic, focusing not only on content, but also on emotions
follow the conversation, being re-active, sending verbal and non-verbal feedback, so that the speaker can literally see that we are understanding what he is saying.
Feedback, which we have mentioned in several points, is a fundamental component of active listening.
Active listening manifests itself in concrete feedback, verbal and non-verbal, and thus allows the speaker to guess if what he is saying is really heard and understood.

Verbal cues of active listening
Remember the details. If the conversation is long, verbally remembering key points of what was said proves that you have listened to the other person.
Ask questions. Asking relevant questions is definitely an effective way to let people know that we are actively listening. They can be open-ended or specific questions, aimed at clarifying certain aspects of the discussion.
Repeat and recap. Repeating or paraphrasing what is said reinforces the message and shows that we are understanding it. Recapitulating the situation is also a significant signal, and also allows the interlocutor to clarify or correct any points.

Non-verbal signals
Active listening does not only translate into words, but also into gestures. Among the most important non-verbal signals that communicate interest and understanding, we find: the smile, eye contact, body position, the way how is dressed the sender.
    



4. CONCLUSION 
This module helps me a lot understand the dynamic of the communication.
Working as a manager and successful so many times that there have been misunderstandings, from my point of view and from my colleagues.
Verbal communication is very important for me because we need to understand the essence of the dialog including the non-verbal and paraverbal communication.
In my opinion, in a society like the one today where we are free to express ourselves, we need to choose the right words for each type of speech, to convey a message that is clearly and professional in the same time.
This module helped me understand and opened many doors for me, I was able to strengthen the working relationship with my colleagues and I built a trust that motivates our team.
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6.Appendix

Homework example form the workplace with a poor communication. 

Eddi is a runner in my workplace. He is 40 years old and is a very hard worker, in the meantime he doesn’t speak English just few words. Every Day at 12 the management team gives a quick briefing about how is going to be the day and how we going to work in the shift. Marina is 24 years old and she is an assistant manager, as a part of the team management she needs to supervise and support all the staff in the daily duties.  Eddi's duties are to help the waiters in cleaning the tables, to polish the glasses and cutleries. Lunch time was getting busy and by mistake the kitchen send Eddi to deliver the food in a table with a nuts and peanuts allergy, which wasn't in his duties because the managers are dealing with this.  Unfortunately, the penne pomodoro was giving to the allergic person, by Eddi. In the meantime, Marina arrived at the table with the rest of the food and luckily, she realised that the plates were delivered to the wrong person and she fix the problem straight. In this situation the Berlo Model of communication explain clearly the differences of the level of communication between the sender and the receiver and the importance of the channel and message. In this case the difference of the cultural background between Eddi and Marina are huge and also the busy environment doesn’t help them much. Marina needs to make clear what Eddi can do during his shift and what cannot do and why. The kitchen also needs to be informed about floor staff and who can do what. Eddi also needs to understand also that he cannot assume a huge mistake like delivered the food at the wrong person because this can create a serious injury and a lot of troubles for the company. 


 Email exercise:

Hi dear Mary, 
 
I hope you are well. 
 
 I'm writing this e-mail to inform that I'm happy to let you know good news.  In our lovely company we are starting to have courses regarding Verbal and non-verbal communication skills. Follow up our coffee chat on Monday about some issues and misunderstandings regarding non-verbal skill which you didn't have the opportunity to developed and improved it. 
 
As soon as I have the timetable, I will let you know. 
 
If you have any questions don't hesitate to contact me. 
 
 
Best regards, 
Cristina  
Director of the Communication   


Jennifer homework

1) There are a couple of things that went wrong in Jennifer situation. Firstly, Jennifer mixed up the problem which has at home with the problems which has at the workplace. Secondly, she just hearing and not listening about was the duties in her job. 
 
2) Listening was playing a key role in this situation, because she was not focused in a non-verbal communication and also, she didn't pay attention in what was being said to her, consequently she doesn’t understand her duties. 
 
3) The ethical consideration in this situation firstly were not appropriate regarding Jennifer because she mixed up her personal life with her job and in the end of all she can't focused and understand her job. Secondly regarding her co-workers, they also don't empathise Jennifer and they were creating a bad situation in the team. 
 
4)  Firstly Jennifer  has to start with listening properly and understand what was being said to her about this job and duties that needs to be done , secondly she has to create a kind of relationship with her co-workers and ask for help when is necessary or when she doesn’t understand what are the job request . 
 
5) Jennifer has to step back and reflect about herself and what are her mistakes. She also needs to think about herself and find what went wrong in this situation consequently trying to not do the same mistakes on future. She should approach better with the team. 






Barry homework

Questions:  
1. What are the communication challenges and barriers Barry faces? 
 Barry faces different challenges and barriers in his job, a good example of challenge is the diversity of age which sometimes can be a very difficult challenge because the diversity of age can create a different point of view. Also, the difference between nationalities can be another problem because the maybe not understand properly what has been said. A barrier can be that his employers are used to do the things in the wrong way and he need to be patient to training them from the beginning and change the inappropriate habit of them. 
 
2. What solutions might Barry consider in addressing each of these challenges and barriers?  
 Barry needs to be patient and constant in his training job. In addition, he needs to be stricter with the staff and to let them understand that are rules to respect even if he is not in the job place. 
  
3. What are some ways Barry might use effective communication as a motivator for employees to follow safe food handling practices?  
 Barry need to have a coffee chat with every single employee to understand better his employers and to give them confidential talk to create a trust relationship. After he must have a big meeting with all the staff and try to catch their point of view and to approach them in a motivational way to let them understand why is so important the food and safety training. 
  











Informale Mail 

Hi dear , Claudia ,
 
How are you? I’m really sorry to inform you that the book which you asked me for your studies I don’t have at the moment because my brother took it for making some quick notes. However he promise me that Monday after he finish his classes is going to meet you on the front of the University to give it to you.
Let me know if it’s fine for you that day.
 
Best,
Cristina
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