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[bookmark: _Toc92168050]1. Introduction
Communication is the process of delivering and receiving messages through a channel where two or more people are involved. An individual transmits a thought or an emotion encoding it into a verbal or non-verbal message that must be decoded by a receiver who gives feedback to the sender (Griffith & Dunham, 2014). 
It is very important because it helps in sharing personal ideas, causing wanted effects, building relationships, and changing people’s points of view or emotions. Not being able to communicate can create negative effects such as damage relationships, create misunderstandings, and hurting people’s feelings. Also, communication is essential in the workplace, people must be aware of verbal and non-verbal messages to create clear and effective communication; contrarily workers might not be able to achieve prefixed goals or may arise disagreements.
This assessment aims to describe three models of communication, verbal and non-verbal communication and listening skills which will help in finding the best way of communication.
[bookmark: _Toc92168051]2.0 Models of Communication
This report will examine the three Models of C done in class.
[bookmark: _Toc92168052]2.1 Shannon and Weaver 
In 1948 Shannon, a mathematician and Weaver a scientist formulated a model of communication (Businesstopia, 2018) which is divided into eight stages: Sender (person who wants to communicate), message (idea or information that wants to be communicated), encoding (how the message has to be communicated), channel (how the message has to be sent), decoding (how the message has been processed by the receiver), receiver (individual to whom the sender sent the message), and noise (interferences). 
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This linear model notes that communication can be interfered with by noise.

This is demonstrated by the Case Study “Maria and Pedro” where Pedro was working in a building site when he received a phone call from his wife Maria and due to the noise at work, he misunderstood her message.

During my job for Amazon, people were using verbal communication to give instructions, but the work environment was very noisy, and employees could barely understand what managers were saying. This could be improved by having a meeting before the shift, explaining the tasks and the target to be achieved in that day or simply talking in the quiet offices outside the scanning and sorting area.
[bookmark: _Toc92168053]2.2 Schramm 
Schramm’s model (1954), based on Shannon and Weaver’s model, supports that the sender encodes a message which flows through a channel to the receiver who must be able to understand and decode the message.  However, unlike Shannon and W, information cannot be complete without the receiver contacting the sender. Schramm calls this ‘feedback’.
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Feedback

In the case of Maria and P above for the message to be received, P could have contacted M to clarify whether she meant kitchen. In this case, there could be a completed communication thanks to the feedback of P to M.
During my job as a baker, at the end of the shift, my ex-boss told me to come to work at 5 am the next day to prepare a big order for a customer. I was talking to a customer while he was telling me about the next rota, and I did not hear properly. The next day I arrived normally at 6 am and he was upset because I did not arrive on time. Following Schramm’s model (1954), the communication could be improved with my feedback confirming to my ex-boss what I understood. 
[bookmark: _Toc92168054]2.3 Berlo
In 1960 David Berlo formulated the SMCR communication model based on Schramm’s model. It is linear and similar to Shannon and Weaver model and includes four components: sender, message, channel, and receiver. The sender communicates a message through a channel before reaching the receiver. In this model, feedback is not included, and people involved in the communication must have the same communication skills (reading, listening and speaking), culture, knowledge (the use of difficult words), and attitude (not bored and not distracted) to decode the message. In this model, the interference may convey after the message is received. 
This has been illustrated by the Case Study “The professor and the village people” where the professor asked for help from the village people because his house was on fire, but they could not understand him because he was using articulate language. In the M e P case of study of Shannon and Weaver’s model, the noise is caused by the background of the workplace, and it happened during the phone call, but in Berlo’s case of study the internal interference is caused by cultural differences between the professor and the village people only after the message was sent.
In my workplace, people come from different countries and have different cultures. When an order from the warehouse arrives, the manager explains how employees should check the invoice to be sure the order matches with what is written on it. On the invoice, shoes are in US sizes, but on the boxes, shoes are in the UK sizes. To avoid the employees’ misunderstanding, the manager should explain the difference between shoe sizes in different countries or keep a written paper for the employees with all the shoe size conversion charts. In this way, the communication would be clear and understandable for employees with cultural differences.
[bookmark: _Toc92168055]3.0 Communication Skills
Successful communication depends on the use of many different skills, such as verbal, non-verbal, and listening skills, sometimes at the same time. Recently the verbal and non-verbal communication has increased in the online environment especially through Facebook and Twitter in which articles and news can now be published and shared instantly (Rezab, 2015). In addition, communication is the most required skill in the workplace (Cottrell, 2015). 
For example, in “Barry” case of study, Barry was responsible for the kitchen where he had to manage people from different countries and various ages. He used written signs to overcome the language barrier, but he did not pay attention to his behaviour. His appearance reflected on his way to communicate, he went to work with a dirty uniform and dirty hands after his car cleaning. Employees take managers as an example, so their communication must be clear and professional. This includes considerate both verbal and non-verbal communication.
[bookmark: _Toc92168056]3.1 Verbal Skills 
Verbal communication is divided into oral or written communication. Oral communication is expressed by spoken words, whereas written communication consists of written words which can be letters, emails, and SMS. (Quintanilla and Wahl, 2020). It is important to have clear verbal communication and to adapt it to situations and listeners to obtain a wanted effect. Also, using effective verbal communication helps to create better relationships for example between friends, co-workers, family, and team members. 
Choosing the correct words, tone and pitch are important and will depend on the context of the situation in which communication takes place. For example, the language used between friends will not be the same as that used between an employee and employer. The same applies to written e-mails where communication between strangers require a more formal tone than among friends.
For instance, in the Case Study “A Day with the Chief”, Mark used with his CEO Mrs Alana Brown unprofessional communication. He discussed the payment and complained about his supervisor which was not appropriate in that scenario. He should have considered the type of communication to use in the workplace (Formal) and have been cautious of the non-verbal communication he used.
In my workplace, one of my colleagues wrote a message on WhatsApp to our manager about her not being able to go to work because of a personal issue. She used abbreviations and informal writing which was not the right form of communication to be used in a professional workplace. Furthermore, she used the wrong channel for important work-related communication. Instead, she should have used an email or a phone call to the store asking to talk directly to the manager. 
[bookmark: _Toc92168057]3.2 Non-verbal Skills
Non-verbal communication is a combination of different messages transmitted without words. It can include physical appearance, facial-eye behaviour, gesture, and posture or in the virtual environment can be expressed by emoji and gif. These can be decoded through individual interpretations (Griffith and Dunham, 2014); in fact, they can be misunderstood because of cultural and knowledge differences. 
This has been demonstrated by the Case Study “A Day with the Chief” where M had to meet his CEO Mrs A.B. and after the initial conversation, he misunderstood her kind behaviour, felt relaxed and started to loosen up his tie until he spoke to her as a friend (Quintanilla and Wahl, 2018). 
Through non-verbal communication, listeners can give signals of active listening such as posture and eyes contact (Maund et al, 2017, p.52-53) and speakers can use them as feedback of their communication. For example, when listeners keep direct eye contact, they show an interest in the speaker who will understand how the communication is perceived. This might help talkers to feel more confident and continue the speech because people are effectively listening. Smiles and frowns are also signs of non-verbal communication, they show to the interlocutors a personal mood or feeling and based on them, people can adapt their communication and change the progression of a conversation.
In my workplace, during meetings employees sit for an hour listening and showing no interest in what the manager said. They do not keep eye contact with the manager, some of them look at the phone and others keep crossed arms. This could be improved by the manager using language skills such as speaking clearly and giving practical examples and for employees asking questions and trying to interact more with the manager.
[bookmark: _Toc92168058]4. Listening
Listening is the ability to understand the meaning of a talk. It is very different from hearing which is the physical perception of a sound with no interpretation.
In some studies, has been demonstrated that people who possess good listening skills along with other communication competencies reach a higher position in the workplace (Bostrom, Seibert and Sypher, 1989). Active listening includes paying attention to verbal and non-verbal communication, using the eyes focus, listening behind the words, and removing the personal thinking to give more importance to what is being said instead of what the listeners think about it. Asking questions, paraphrasing, or giving comments and opinions on what has been said shows active listening. To be able to do this, listeners must sympathy with the speakers and avoid judgements. Also, keeping an open posture without crossing arms or legs manifests a clear interest which will help to continue to participate in the conversation.
In the Case Study “Max the Multitasker” (Quintanilla, and Wahl, in Maund, 2017) Max had to organise Tamara’s parents’ 50th wedding anniversary. When he received Tamara’s phone call asking to move the date of the party, he forgot to write it and on the actual wedding day, all the guests showed up at the hotel where there was organised another party. This could be avoided, paying more attention to the conversation, and taking notes of the important dates and tasks.
During my job as a packer, for example, managers explained how to check the quality of the food and how to select first and second-class fruits. People were thinking (prejudgment) that the job was very easy and did not pay attention to managers’ explanations. As a result, managers received first choice fruit boxes with mixed classes and complained with the employees about the quality of their work. They should have listened carefully at the training and asked questions to confirm that they did understand how to do the job properly.
[bookmark: _Toc92168059]5. Conclusion
Communication is fundamental to any type of relationship. People must be aware of verbal and non-verbal communication to deliver clear and effective communication and to avoid disagreements and misunderstandings. Verbal and non-verbal communication must match to do not confuse listeners and to be sure of what is being said is the same as what is being communicated with non-verbal communication (posture, gestures, appearances, etcetera). Also, listeners must ask questions, paraphrase and be able to be in the speaker’s shoes, avoiding premature judgments to create a complete communication. Noises (Internal and external) can interfere with the communication and arise difficulties between sender and receiver. Following the 3 models of communications studied within this module, there is a clear explanation of how communication work and how it may be possible to avoid misunderstandings and send comprehensible messages. Finally, having good communication skills helps to achieve the desired goal (in the organizations or studies) or to create better relationships (family, friends, co-workers’ etcetera).
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