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	Introduction

	This report will be about communication. In the following row I will guide you throw the understanding of communication, types of communication and some communication theories. Will also explain how commutation can become effective and what is the purpose of it. 

	Communication

	Most people are born being able to speak. It takes some time to fully get there but at some point, most of us begin to talk. But is that enough to be able to communicate? What does communication truly mean? I will try to answer this question.
	Communication can be easily defined by the process of sharing information with another person or group (skillsyouneed, 2011). All communications must have a message, a sender and minimum one receiver. It might sound simpler, but it is a complex process. There are many factors than can disturb or alter a communication. The sender encodes the message and it sends it to the receiver. Asa you maybe think about the receiver must be able to decode the message in order to understand the massage. In face to face communication things are simple but the message can be altered by environmental noise but being face to face you can use gestures of your body to make sure the receiver understands the massage. However, on writing communication there are many more factors that can influence the process, but I will show you some proper examples. 
	As you probably understood there are many types of communication: 
1. Verbal communication:
It refers to speaking communication. Can be made face to face, over the phone, over the internet, over the radio and many other media.
2. Non-verbal Communication:
It is communication made without speaking. Can be made with body language, gestures, how we dress, how we act and it can be made even by scent. 
3. Written communication:
It is made by letters, e-mail, books, magazines, social media, internet.
4. Visualization: 
This communication is based on maps, logos, paintings etc.

	Communication is essential in everything we do, having a huge impact when misunderstood. Being able to understand and to make yourself understood by everyone can be classified as a skill. So yes, effective communication is a skill mostly used in management or in sales but not only. It is used in any workplace and in schools. 
	 Effective communication is crucial in business organization. If you are a manager or just a simple employee effective communication helps you transmit you massage clear and for everyone to understand. According to (skillsyouneed, 2019) there are a few barriers to effective communication: 
a. Emotional blockage (being shy, religion, politics etc.)
b. Use of slang
c. Absence of attention or signification
d. Language differences
e. Psychological barriers (stress, anger, happiness)
f. Physical barriers (usually appears on writing or nonverbal communication)
For effective communication you need to pass all those examples given and try to keep the massage as simple as you can. Giving to many information at the same time can be overwhelming for the receiver who might not fully understand the message. This happens everyday to someone, having to much information at one can lead to misunderstanding and even to bad decisions. 
Over the years many people write about communications and how to improve it by making theories about communication. These are some of the essential communication theories: 
1. Schramm model of communication (Study, 2019)
In his work, he mentioned that communication has three big components: the source, the message and the destination. His model of communication was accepted in 1954 by Wilbur Schramm who says that communication is a two-way process. 
The following logo shows Scharamm’s model of communication: 
[image: ]
Source: QS Study

As you can see is more to it than just three components:
a. Source is represented by the sender	
b. Encoding is the person who prepares the massage to be sent
c. Decoder is the person who receive the encoded message and then makes it understandable 
d. Receiver is the person who receive the final stage of the message
e. Message is the information sent by the sender
f. Feedback is the confirmation that message was delivered
g. Noise is the interference the massage gets on its way to the receiver

2. Shannon and Weaver model of communication (Study, 2019)
In 1949 the engineer Warren Weaver and mathematician Claude Shannon come up with mathematical theory about communication. Their model is based on three principals: simplicity, generality and quantifiably. Being an engineer Weaver created this model to improve telephonic communication, but later Shannon used it elaborate effective communication.
The following image shows the Shannon and Weaver model of communication:
[image: ]
Source: QS Study
Their model of communication is made of:
a. A source that produces the massage
b. A transmitter who transforms the massage into signals
c. A channel on which the signal is going throw
d. A receiver who transform the massage back from signals
e. A destination where the massage is received
f. [bookmark: _Hlk17907271]Noise that can alter or make the massage hard to be transmitted

3. Berlo’s S-M-C-R model of communication (study, 2019) 
 	In 1960 David K. Berlo a communication theorist published in his book ‘’ The Process of Communication ‘’ a new model of Communication. His model is made from four parts:
a. S = Source can be a person, a group or even a company. There are several things that can control how the source will send the message:
· Communication skills (writing, drawing or speaking)
· Understanding of the message
· Position and attitude for audience
· Education, religion, politics, culture, salary etc.
b. M = Message which is the material sent from de source
c. C = Chanel is the way the message is sent (telegraph, radio etc.)
d. R = Receiver the last part of the model and it is the audience or the person who receives the massage. 
The following image show Berlo’s model of communication: 
[image: ]
Source: QS Study

	In the following rows I will show you some examples of communication problems and how can be improved using one of the models that I presented to you. This are some scenarios from my workplace, a distribution centre. 
	Example one: 
	One day, at the beginning of the shift a line manager come to us started explaining what he wants us to do. No problem except the fact that he said, in 10 minutes worth of speaking, over ten tasks that need to be fulfilled. At some point some of us lost focus about what he was saying and started making noises that made us lost focus as well. He noticed that but he kept on talking about his plan and the tasks we need to do. He finally finishes talking and asked us if we understood what we need to do. Some of us said yes even though they didn’t understand either. Hearing that the manager started walking toward his office, leaving us to do the tasks he wanted to be done. 
	Not understanding exactly what he wanted we started doing our normal daily duties. Twenty minutes before the end of shift he came back to us to see if we finish his tasks. He was surprized that we finish the task but in our own way, which wasn’t the way he wanted. The next shift after us needed to redo all the task, costing the company extra charges. 
	Conclusion 
This example can easily be explained with Shannon and Weaver model of communication. Sending to much information at once makes it hard for the receiver to fully understand the massage. At the same time the noise made by my colleagues was the key factor in not understanding the massage. But if the manager would’ve had effective communication skills, he would’ve noticed that, at some point we lost focus of the message. If he would’ve stopped at that point and explain a bit more about the tasks, we would’ve understood the massage and we could’ve finished the tasks according to his plan. 

Example two: 
	A couple of months ago the company I am working for hired a new line manager. She was a young attractive woman coming from a different country. She was in United Kingdom for less then two years and her level of English was enough at that time, according to the operational manager. She worked before as a manager but for a small shop. Everything went well until she receives the task to manage our department in the distribution centre. She tried a different approach with us being friendly and smiling all the time. In the same day, we encounter some difficulties downloading a container of item: we hade the wrong products. Not having the required experience, she said it is ok and to carry on with the downloading, after speaking with her boss. After a while her boss, the op manager, came down to see exactly wat happened. When he sees all the merchandise being palletise, he got angry and pick up his phone to ring the line manager. He was upset because he told her that it’s all right to send the merchandise back. 
	Conclusion:
	This incident can be explained by Berlo’s model of communication.  Speaking other language than your native language can become a barrier. Not understanding correctly, the message sent can lead to false interpretation. A better response to that phone call that she did, would’ve been the op. manager to come and see with his own eyes the problem. He should’ve been aware that the line manager is speaking a different native language than his and could’ve react appropriately. 

	Conclusions

	‘’Communication is the key to success ‘’ (StudyModeResearch, 2010) this is one of most common quotes around the world. Having great communication skills is essential when you are working with or around different people. In order to have effective communication, first you need to understand the message followed by choosing the proper way to send the massage so that everyone can understand the message. Not being able to send the correct message can lead to false interpretation and misunderstandings. 
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Ex.1. Read the following passage and answer the questions.

The professor and the village people

A Professor of English at a well-known Welsh University lived in a large house not far from a little village. He
never went into the village, bur shopped in the town near the University because he had nothing in common
with the village people, who were largely uneducated and did manual jobs. One night, the professor fell
asleep while smoking his pipe and the pipe fell onto the carpet and started a fire.

When the professor awoke and saw the house on fire, he rushed into the village, screaming:
‘The edifice is being consumed by a great conflagration!’
‘The edifice is being consumed by a great conflagration!’

The village people looked at him and continued doing what they were doing.
‘Don’t you understand?’ He said. “The edifice is being consumed by a great conflagration!”
They ignored him.

When the Professor returned home, he saw that his house had been completely destroyed. He sat down on
the ground and wept. The next day, he went into the village crying. ‘Why, oh why didn’t you help me? My
home has been destroyed by the fire. | came and begged you last night.” He wept.

‘But Professor, why didn’t you say that your house was on fire? We would have helped.’

Q1: Why didn’t the village people help the Professor?

Q2: What should he have done to get them to help him?

Q3: Whose model of communication do you think can explain this situation?
Q4: Why?
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Ex.2. Read the following brief and write a business email according to the instructions.

You are Director of Communications at your company and you would like an employee, Jack Daniels, to join
your Communications Training team.

- Tell JD why you are writing
- Say what you have observed and like about his communication skills

- Tell him why you think he would be an asset to the team
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Ex.1. Read the following passage and answer the questions on the next page.

Improve Your Communication Skills

Successful leaders are able to meaningfully communicate with others. Steve Jobs inspired
his employees to strive for perfect hardware products. Jack Welch mentored the senior leadership
team of GE to new heights. Jeff Bezos is known for articulating the Amazon ethos clearly to
employees and the world. How can you improve your communication skills in order to become a
more effective leader?

One study found that nonverbal communication accounted for 55 percent of how an
audience perceived a presenter. That means that the majority of what you say is communicated not
through words, but through physical cues. As with most leadership skills, receiving honest feedback
from peers, managers and members of your team is critical to becoming a better communicator. If
you regularly solicit feedback, others will help you to discover areas for improvement that you might
have otherwise overlooked.

Engage the audience in discussion. Regardless of how compelling the speaker is, all
audiences have limited attention spans. To become a more effective communicator, make
presentations and discussions interactive. Ask the audience a question, encourage people to call out
their thoughts during a brainstorming session or at the very least ask hypothetical questions to
stimulate the audience.

Master the art of timing. While some of their jokes might not be appropriate for the
workplace, stand-up comedians are certainly effective communicators. Comedians like Louis CK,
Chris Rock and Dave Chappelle are able to host compelling 90-minute comedy shows, in part
because they are able to feel out their audience to determine when to move on to a new topic or
when to reiterate an idea.

A recent study revealed that people generally retain more information when presented with
novel, as opposed to routine, situations. To help audience members retain information, consider
injecting some sort of novel event into a presentation. This might be something funny, or something
that simply catches people by surprise.

“Listen more than you talk.” This is what Richard Branson tells business people who want to
connect with others. To communicate effectively, first listen to what others have to say. Then you
can provide a thoughtful answer that shows you have taken those ideas into account.
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1. In your own words, what is nonverbal communication?

2. According to the text, why is it important to engage the audience in discussion?
3. Which advice do you find most useful and why?

4. How could you improve your own communication skills?
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ETW Term 1 (June 2018) - In Class exercise for Week 6

Review any lecture content not covered. See Weeks 1-6 on moodle.

Exercise: Classroom divides into self-defined groups of 4-5 persons. (5 minutes)

Reference: Essential Texts from the Module Outline, Maund et. al. 2017 and Morgan 2017

The situation:‘(Read aloud and clarify keywords and discuss anything ambiguous)

The team are the management of a huge BMW dealership in London and the South East.
(Pick another car brand if you do not like BMW)

They have been caught discounting vehicles against other dealers to close sales. The Brand
owners in Germany have asked them to relinquish their distributorship. A Chinese electric
car brand is eager to find a British partner to test the market for electric cars. They have
made an exploratory phone call to management.

The work force knows something is wrong and people have started informally to ask
questions to management. Management have replied with “we are still BMW dealers as at
this moment.... You must concentrate on your work in front of you”.

The work force has key members who are taking days off without warning or due cause.
BMW have given them a deadline by which they must cease activity as a main dealer.

TASK:

1.1dentify stakeholders (individuals and groups)

2. Create a communications strategy.

3. Identify target groups,

4. identify goals or objectives,

5. Describe a way of communicating with these groups to achieve your objectives
Words and Messages, and Media.

6. Develop a briefing for each of these stakeholders groups, organised as if they were here
in front of you, use as many people as possible and reach these groups.

Presentation

Each group presents the main features of their communication strategy to the other groups
present
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Refer
Maund et al. 2017 Chapter 3 Chapter 4 and Chap.ter 5

Maund 2017 Chapter 4 Table 2.1 “Non-Verbal Communication Codes: Consider the
Professional Context”

Morgan 2017 Cultural Difference p.285
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