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Introduction


          The process of communication is a phenomenon, that takes a significant part in the evolution of the social and community life of the human civilization and many other living beings on Earth. In that process there are some main points or elements contributing to the transfer of information between participants - “the message”. 
         There are also barriers that could affect the message and there are relative consequences that may arise by poor communication. Coding the information, knowledge, natural understandings, culture, habits, data, and any other verbal and nonverbal, forms and contents of information can differ in the participants causing misunderstanding in communication, but that can be improved by paying attention to the above-mentioned factors. 
         In this report I will demonstrate my understanding of the three basic models of communication and their relevant case studies discussed in class and how they are helping my understand that process. I will also give examples of poor communication at my own place of work and will suggest how can that be improved, using findings from published literature related to effective communication at work.














[bookmark: _Toc101644146]Models of communication 
        
[bookmark: _Toc101644147]1.Shannon and Weaver’s model of communication (1948)
           The first model of communication we have reviewed was introduced by Shannon and Weever in 1948. This model has its application in the technical side of telecommunication as there have been a big jump in the developing of cable, radio and tv signal technology at that time.                                                                                       (Communication Theory, 2014)[image: Diagram

Description automatically generated]     
They formulate the communication as a linear process in which: - the Sender, as a Source of information, encodes the Message being a Transmitter, through a certain Channel, resisted or disturbed by the Noise, reaches the Reception Decoding the Message to its Destination the Receiver. On another side there is reflected Feedback to the sender, which triggers any following processes.  This also can be illustrated by the following graphic illustrating our learning process using Microsoft Teams: [image: A screenshot of a computer

Description automatically generated with low confidence]
[bookmark: _Toc101644148]2.Schramm’s model of communication (1954)
               For a difference, Wilber Schramm in year 1954, introduced a continual, circular model, in which the so-called Interpreter in a receiver/sender position, using encoder gives the message which is being decoded and interpreted by the receiver/sender, then that interpreter sends back encoded message to the initial sender who is decoding the feedback. 
             By using this model for example, the case study ‘Maria and Pedro’, where Pedro hears ‘kitchen’ instead of ‘chicken’, the graph should look like that: 
[bookmark: _Hlk77746868]             Maria, being the sender in Shannon and Weaver’s model, becomes ‘interpreter’ in Schramm’s model. She would now clearly send a text message to Pedro who is presented as the receiver in the first model, and now becomes ‘interpreter’ in Schramm’s model. 
             Pedro sends back a text to Maria and in this case, there is no noise or distortion, so the process of communication can continue circling fluently. 
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[bookmark: _Toc101644149]3.Berlo’s model of communication (1960)
           Not too late - (1960-1964), David Berlo explains another model of communication, which reveals in more details, hidden elements in the communication process based on the human aspects. Berlo’s model is lately being used to reveal many factors that will help for better understanding and form better communication skills.

Berlo’s S.M.C.R. Model of Communication
[image: Diagram

Description automatically generated]                                                                                         (Communication Theory, 2014)

         An emblematic example, that helps us exercise and understand the Berlo’s model of communication is revealed in the case study ‘The professor and the villagers”. In this case the professor as the source, codes/treats the message to completely different levels that the villagers as receivers cannot decode/understand correctly.  Even with the good intentions of the professor and the villagers, to communicate to each other at that moment of emergency, many factors listed in this model of communication have contributed to that misunderstanding.
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           In the second part of learning about the process of communication in class, we have discussed verbal and non-verbal communication, factors leading to effective communication skills namely the active listening and assertiveness, and we looked through the barriers to the effective communication.  Communication between people can happen in in many ways depending on the contexts, the form, and the coding of the message. There are different ways or so named “channels”, communication can happen through. In class, we have looked at two types of communication differed by the channel they used: verbal, written and non-verbal types of communication.   A very famous research script - “Silent messages” by Albert Mehrabian, points out that, the recipients can interpret only less than 10% of the words spoken about 40% of the speaker’s verbal signs and over 50% reading the facial expressions and body language. (Mehrabian,1971)

[bookmark: _Toc101644151]Verbal communication

              To communicate more effectively, we need to speak clearly, by using simple language, by choosing words that mean exactly what we mean, using the correct pitch and intonation, so we can be understood correctly and influence the recipient.  We must make sure our body language is being seen sending the same message.  
             Oral communication, - we convey using our voice and speech, making statements by speaking words clearly using simple sounds and language, with a good accent pitch and intonation, we often communicate Person to person, on meetings, group discussions, giving / listening to a speech.
             Written communication, - we essentially build our message on some main factors: - understanding who the recipient is, and what language we are using, so they can understand the message and not be offended, discriminated, or disturbed in any way. The way, the style, and the language of our writing is our main channel to make someone response be relevant and expected to our genuine intention of communication in a good manner. 



[bookmark: _Toc101644152]Non-verbal communication 

          While the verbal communication is done by spoken or written words, a very quick process of nonverbal information is gathered without even realising it. (Gladwell, 2005)
Non-verbal communication can give us a simple interpretation of signs and gestures, eye contact, body language, posture, face expression. (Maund,2017 pg 49)                                           
          Sometimes, the body language can give us more clues than what is being told verbally.    For example, the body language can tell you the truth by looking out for some signs like:  - little eye contact, too many hand movements, biting their fingernails, chewing of the inside of the mouth, swealing. A common factor of non-verbal communication is the appearance. The way we are dressed or the way we look, can become a barrier if it is not relevant to the situation, or it can be an advantage to the person and what message he is sharing.

[bookmark: _Toc101644155]Proxemics
[bookmark: _Toc101644156]     As a non-verbal factor it explains the desk sitting position styles to show the relation between the people taking part in a conversation:
· sitting in front each other / helps confronting and encourages speaking/, 
· sitting side by side the /adopts trust but misses gathering non-verbal information/ 
· square seating position / is the optimum position while speaking to someone, with the option to gather non-verbal information and having a chance to look away and not feel disturbed by the other person/

[bookmark: _Toc101644153]Listening 
        In week 2 and 3, we observed the importance of the listening process to the better    and more effective communication at work, by being active and empathetic listeners.                                    In the yearbook pg.52 -56, Griffiths, B.A., and Dunham, E.B., speak about the keys to active listening with an accent to the listener’s posture with an acronym - S.O.L.E.R. They stress that, paraphrasing and probing are effective ways to keep the listeners attention, and point assertiveness as a main factor to effective feedback in the process of communication. (Mound, 2017)
[bookmark: _Toc101644154][bookmark: _Hlk101643955]

Active listening

              This is the process when we gather the information using our perceptions by listening, understanding, apprehend the information, separate facts from opinions and then answer relevantly. There are a few factors that can help or disturb or our active listening.
             Mound A., (2017), speaks about some barriers to gathering accurate information when listening which includes: - physical surrounding, personal energy and motivation, semantic language being used, uncertainty regarding non-verbal behaviour, prejudice, and feelings for superiority over the other person, distrust of the person and planning what to say next. 


[bookmark: _Toc101644157]Empathetic listening - as a factor to better communication skills.  
        By putting ourselves in the others position we need to try to be friendly and courteous.  Sincerity and respect are helping to a better and natural communication. We must look people in the eye when we speak to them. Having a good eye contact is an essential line to transmit the message in a good manner.



[bookmark: _Toc101644158]Assertiveness

     Citing (Bonnie,2004), on page 55 of the yearbook, Griffiths B. A. and Dunham E.B., define assertiveness as: “The ability to express oneself directly and honestly without disrespecting or dishonouring another person. Assertiveness can be expressed by including the following three components I think, I feel, I want”. (Mound, 2017)
     The assertive manner of talking should be suggestive and expressing general concepts that help the listener understand facts and establish clear view to a situation or personal feelings and opinion, without affection. 

[bookmark: _Toc101644159]
Barriers of communication 

    In one of suggested videos from class, Coach Alex Lyon (online, 2017), points out six barriers to effective listening that include: 1. distraction, 2. preoccupation, 3.too much focusing on details, 4.the topic, 5. rebuttal tendency and 6. the speaker.
Furthermore, he is explaining three types of barriers to effective communication:
1. Barriers involving words
            Language use - /being too technical, missing the natural way of language speaking/  
            Disorganised messages - /when missing some main points and not keeping the main 
            point of the message/
            Information overload - /that happens when a person is giving too much information in  
            a short period of time/
2. Barriers involving people’s background
Attitudinal differences - /raised in different ways, bias, resistance/
Demographic background - /age, culture, gender/
Triggers and philtres - / interpersonal barriers/
3. Physical barriers
Physical Distance - /miscommunicating related to distance; we are losing a lot of non-verbal clues/
Noise - /technical noise, environmental noise/
Difficulties hearing clearly

[bookmark: _Toc101644161] Example of poor communication at my workplace:

The manager at Heathrow VIP Suites, wanted to introduce a new way of serving and arranging tables in front of the VIP customer. It had been decided for those changes to be introduced and adopted in a short period of two weeks’ time.  And so, the Manager have personally trained the day shift staff consist of tree people, but the rest 9 weren't aware of how exactly that happens. The rest of the staff in the next shift was taking over from the three already trained people, but there was a confusion, as there were barriers /many factors and personal barriers between these personalities/, so they did not agree to be trained or shown by their colleagues instead of the manager. 
      The new system could not take ground effectively until longer than three weeks period. After /the Feedback / considering the problem regarding the personal / Noise/, the manager has changed the approach /Coding the information/ and put - on the instructions on writing, with accompanying picture instructions on the kitchen wall /non-verbal, visual/, so everybody could see them and update themselves to the standard expected to be achieved. 
As a result, in a turn of only three working days, all the staff have adopted the new standards of serving the VIP costumers.

[bookmark: _Toc101644162]Improving communication at work: 

When managing and working in a team at work, we must pay attention to the following components to effective communication:
- using all channels of communication 
– oral, written, non-verbal, 
- active listening and empathy, 
- giving and receiving critical and accretive feedback, 
- plus, relative to standards body language, 
All that leads to an outstanding and improved communication making the tasks flow more efficiently and with understanding to details.  
The better the communication process runs; the more capacity and effect can be achieved.

[bookmark: _Toc101644163]Conclusion: 

       In these lessons, - modules off communication and communication skills, I have learned to pay attention to my verbal and written language and intonation used. When communicate at work or casual places.
      I have also learned that my outfit, my body language, my face expression are very important factors to the outcome in any situation, helping with the active listening to the participants, in my conversations to people.
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Berlos’s SMCR Model of communication
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Maria and Pedro ETW Week 1

18 June 2021 11:44

1.Why do you think Pedro misunderstood Maria ?

There was a lot of noise where he was.

2 .Whose model of Communication explains this confusion and why ?

Berlo Model the message was not appropriate

3.How could this have been prevented?

Called again and be sure that Maria understood correctly or write a message .

4.Whose model of communication explains how it could have been avoided ?

Shannon Waver
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The Professor and the Villagers Week 1

30June 2021 21:21

Q1: Why didn’t the village people help the Professor ?
The professor did not use the appropriate language for warning the villagers

Q2.What should he have done to get them to help him?
Using better language to warning them because he spoke when the house burned .

Q3.Whose model of communication do you think can explain this situation ? Why?
Schramm model because that can explain the moment when they miss communication.
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Formal and informal email

Homework - Alexander Mitev

Homework ETW with Timothy Hopkins

Formal email:
Art Stamp T-Shirt printing company

T-shirt Order
Problem with Printing quality
Substitute offered
Need fast respond

B

ACTION REQUIRED SO WE CAN START YOUR ORDER
Dear costumer,

The artworker at Art Stamp, working on your order. has reviewed your order and unfortunately we
have been having some printing quality issues when printing on the Polly T-Shirt garment.

The chosen fabric reacts with our printing process and causes a stain.
Therefore, we wouldn't want to dispatch stained garments.
We also would recommend substituting the garments to the following garment T-Shirt - Cotton

We are sorry for any inconvenience this may cause. If you wish to discuss, please do not hesitate to
contact us on +44 08754532 (lines Open Mon-Fri, 09:00 - 17:30) and Art Stump will be happy to
help.

Kind regards
The Art Stump Department

PLEASE BE AWARE THAT WE NEED YOUR RESPONSE TO PROCEED WITH YOUR ORDER. YOUR ORDER
MAY BE DELAYED IF YOU DO NOT RESPOND QUICKLY
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Unformal email.

Art Stamp T-Shirt printing company

1. T-shirt Order
2. Problem with Printing quality
3. Substitute offered
4. Need fast respond
Hi, there!

Unfortunately, the material you have chosen Polly T-Shirt impacts on the printing quality. We can
offer you a good substitute T-Shirt-Cotton, but we need you to respond ASAP so we can proceed
your order on time. Yours Art Stump!

Thanks!
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A Day with the Chief

‘Adapted from Quintanilla, KM. and Wahl, ST. ‘A Day with the Chief in Maund et al. Chapter 4.

“...CASE TEXT..”

1

Given the professional context, would you have done the same or differently if you were in
Mark's position?

Mark had gone through a critical cross check, between the judgments prejudiced and the
reality. His expectations were compromised and have broken his self-control.

Itis not obvious that someone could have done the same, but a small crisis in the personal
behaviour can persist to any person who did not meet similar situations before.

In this situation as myself, | would have stand more cautious, and | would close my
conversation keeping it short and simple. without marking many folds to my office
managers.

Do you think Mark correctly evaluated the context?
No,

Firstly,
the Internal Noise of prejudice and personal stress have affected Mark before he meets Mrs.
Brown. He was still not prepared to see the situation in a professional manner is the non-
verbal information was overwhelming his attention on the actual conversation with the
boss.

secondly,
Mrs Brown body language of leaning was misread, provoking his confused reactions to the
site of Mrs. Brown, as she was a woman and obviously, he became too relaxed, by start
complaining and possibly showing arrogance to his managers. He didn't keep his
professionalism on top.

‘What communication factors led to the change in the CEQ’s attitude?

It looks like the possible reason mark to be in Mrs Browns office is that some
managers have spoken positively about him, and he have been referenced to help that
audition with the boss. But the expectations of Mrs. Brown, were probably to hear some
clues about sales that, Mark was successful on. This tactics and clues could have been an
approach she would like to apply to the business.

After listening to Mark, who obviously did not explain enough positive approach to the
business, and explicitly showed some bad manners and attitude, Alana Brown, shows
disappointment of his professionalism and inability to stand up professionally in that
situation.
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COMMUNICATION: Alexander Mitev
A CASE STUDY adapted from The University of lowa Food Safety Project
Case Study 1~ Barry and Communication Barriers: Effective Communication as a
Motivator /../  Questions:

1. What are the communication challenges and barriers Barry faces?
Suggestions:

- Language barriers

- Wide age range of employees

- Noise — nonverbal body language example not forming the expected standards (giving
bad attitude example)

- Badtime keeping and bad prioritizing

- Feedback not decoded and responded by, correctly.

2. What changes might Barry consider to address these these challenges and barriers?
Suggestions:

- give instructions in multilanguage support

- needs to address then please and adopt today age differences

- better Time management and organising his tasks can be an advantage to better change

- Barry needs to pay attention to his on hygiene and body language as an example given
to the employees

3. Which models of communication can help explain the problems and possible solutions?
Suggestions:

- In Barry's situation, possible solutions can be reflected by observing the Berlo’s Model of
communication and adjust the solution aligning some factors mentioned in there. Because
the process of change need feedback and adjusting to the next level, we can advise also that
Continuous Schramm’s Model of communication should be applied in time.

4. What are some ways Barry might use effective communication as a motivator for
employees to follow safe food handling practices?
Suggestions:

- Definitely, Barry should change his attitude to hygiene as well s giving a good example
as | have mentioned It before.
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