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1.Introduction 

Communication is the glue that holds a society together. The ability to 
communicate enables people to form and maintain personal relationships. And 
the quality of such relationships depends on the caliber of communication 
between the parties (Brennan, 1974). 
Communication is the process of sharing ideas, information, and 
messages with others in a particular time and place. Communication includes 
writing and talking, as well as nonverbal communication (such as facial 
expressions, body language, or gestures), visual communication (the use of 
images or pictures, such as painting, photography, video or film) and electronic 
communication (telephone calls, electronic mail, cable television, or satellite 
broadcasts). Communication is a vital part of personal life and is also important 
in business, education, and any other situations where people encounter each 
other (Encarta, 1998).
The word "communication" is of Latin origin. In Latin, "communicare" means 

"Communem redere" – Public surrender. The deeper meaning of the word 

"communication" reflects the Latin term "Communicare est multum Dare", 

which in translation means "communicating means giving something from 

yourself." The hidden message is "to share something with someone.

















2. Shannon  Weaver Model
,, Communication is transfer of information from one person to another, whether or not it elicits confidence. But the information transferred must be understandable to the receiver ‘’ – G.G. Brown.

‘’ Communication is the intercourse by words, letters or messages”- Fred G. Meyer.

According to Shanon Weaver’s model, the following main elements of communication are essential:
Communicator
Perception/Interpretation,
Encoding
Message
Channel
Decoding
Receiving
Feedback and noise.



[image: ]

                                                 (Shanon Weaver Model Scheme, 1948)


The communicator has an idea, message or understanding that it transmits to a recipient. To convey the idea, the communicator must turn it into a understandable form and send the message through verbal or non-verbal or written means. The message is taken with the senses of the recipient and becomes a understandable form for him. In words, a nod of a head, a mime, or a gesture, the learner confirms that he/she understands. The message the communicator intended to convey could be distorted due to obstacles in each element.




3. Communication within the workplace 

 Good communication skills, this is one of the main requirements of employers when choosing new staff. Communication is one of the key competencies required in the labour market. In order to be able to communicate effectively, we must be ready and capable of transmitting information clearly and understandably, consciously listening to others, making a difference between significant and insignificant, being mindful of the needs of others. When communicating effectively, partners respect each other. They not only exchange useful information, but also influence each other. Business communication is a major organizational resource. The working process will be impossible without communication. Today, many people are beginning to realize that good communication skills are not just the key to good business, but also the key to good lifestyle. If one can not communicate his thoughts and ideas correctly, he will not win anything. There are many aspects that determine the importance of the communication process in the 21’st century. The ability to communicate effectively with the external and internal audiences of an organization, to stimulate trust and open dialogue in management, are part of the winning formula of modern management. Communication is an indispensable part of modern business, one of the forms of human behavior, without which it is impossible to live like a man.
 Communication is an indispensable part of us, from our daily lives. We exchange not only information, but also feelings, emotions, experiences. We communicate almost continuously and everywhere. But when we talk about the role of communication in business circles, we talk about competitiveness and professionalism in this field. Business communication is the main function of which the success of any businesses depends. Whether written or oral, communication is the conduit through which business speaks to its users. An organization that carries out a clear, meaningful and relevant communication with customers and partners, the public, and employees has a real chance to build good foundations for their future. Communication is the mechanism by which management manages workers and they in turn give information and feedback, which is of utmost importance for decision making. The future of an organization depends on good abilities in many cases. We need to study all aspects of business communication:
· Aims and objectives;
· Strategies ;
· Communication barriers;
· Basic Principles;
· Effective communication;
· Type of business communication;
· Type of communication ,


 The knowledge of all these aspects of the communication process enables anyone who wants to be a professional to reconsider their behaviour and ways of expressing themselves during the communication. That would be a serious step towards success in business life.
 Business communication is firmly tied to verbal skills, with rhetorical techniques, with the application of various emotional means of influence. In modern management, the role and use of electronic and automated information and management systems is constantly being intensified. At the same time another tendency develops-the personal influence through the speech and its wealth. Eloquence is not just a positive quality for the trader, it is a serious sign of success in his career and the degree of his company culture. An entrepreneur cannot afford to be a weak speaker and not be able to serve the word. He conducts meetings, holds conferences, meetings, etc. The clumsy speech, the ambiguity and inconsistency of his thought are sufficient  to be discredited or declared an unfair partner or competitor. There are several basic rhetorical skills that relate to the abilities of the business people to serve the word:
- Tolerance;
- Emotionality, clarity;
- Proper type of speech;
- Accurate selection and recognition meanings of words ;
- Contact with listeners;

 In the communication process, a very big importance has a method called: "Suggestion Method". Information that is provided in an accessible language, in simple terms, is always well accepted for the audience. In most cases, it is enough for the entrepreneur to convince the audience of what he believes or wants them to believe to achieve the desired. Naturally this can be done only by a person with a rich communicative culture. A man who knows how to use the words, the signs, the timbre of his voice, a man who knows how to influence others and express what he wants.
 Communication is also an essential tool to motivate people and to change their behaviour. It is an extremely complex process that has a direct bearing on the final result  in every professional environment.

[bookmark: _Hlk28963794]3.1 WRITTEN BUSINESS COMMUNICATION

 The written communication is a purposeful practical – applied activity, for establishing, maintaining and developing of business, production and business relations between the institutions, enterprises, people, etc. 
The main purpose of the written communication is to document and regulate the legal and organizational management relations.
Business communication is the connecting process in the work, because no activity can take place without the exchange of information. Effective communication is the basis for the success of any organization, of any structure and of any employee.
 Business correspondence must meet several requirements:
-faithfully, objectively and comprehensively reflect the facts described in the relevant document;
-accurately, qualitatively and correctly describe the facts in the document;
-to comply with language standards;
 Regardless of the type of business message, through the written business communication are feasible many business ventures and objectives, if the appropriate approach and communication skills are used. And with this kind of written communication most important is the role of the author, the identification of the target group and the well-developed and followed strategy for compiling, shaping and sending the business message, consistent with the business label. For good communication in business communication requires the written document to start with appropriate address and verified data for the addressee – the name of the company and the official. The ability to compose, shape and send a letter or work document is judged on the level of mastery of the requirements for successful correspondence. Although you have serious competitive advantages, you risk your customers and not attracting new ones if you do not comply with the requirements of the business label in your communication.


4. Verbal and Non verbal Communication 

There are two types of communication verbal and non verbal. 

4.1. Verbal communication
 Verbal communication is a type of communication where the information flows through verbal medium like words, speeches, presentations etc. In verbal communication the sender shares his/her thoughts in the form of words. In organizations, individuals communicate verbally among each other in the form of dialogues, speech, presentations, discussions to name a few.
 Verbal communication, as a traditional bridge for communicating between people, for their mutual understanding and spiritual penetration is still indispensable. Verbal communication in a number of  cases is a rescue outcome from complex and tangled work situations. 
 The main thing about verbal communication is effective listening . Attention in conversations is achieved through the respect of the other party, by respecting its interests, through its careful hearing. It turns out that there are too few people who can truly listen to the other person during their contact with him. They not only show selectivity to separate parts of the conversation, but they also consider it useful to be (as a last resort-to look) concentrated in partner's words.

4.2 Non verbal communication 
  
Non verbal communication is also known as Body language.
 
The important thing about non-verbal communication is that in a very short time they can learn and feel true things that words could not explain and convey exactly, or that would take more time and effort. The state of the body and its individual parts (head, shoulders, arms, torso, lower limbs) is very indicative of readiness to negotiate or unwilling to contact. The body language issues very often the real feelings, intentions and interests of the other party, regardless of what it wants on the verbal path (orally, in words) to express. The ability to rely on the signs and codes of the human body, as well as to make the desired suggestions in this non-verbal way is extremely useful, but also among the most difficult people. His subconscious character and cultural predetermination further complicate the perception and mastering of these techniques.
  It should be noted that observations over non-verbal communication are dated in antiquity, when the body language was included in the instruction manuals in the art of speaking (Kvintilian; Cicero; Aristotle). 





5. Conclusion 
 
It is difficult to imagine life without contact with various institutions, institutions and organizations in the realization of our fundamental rights and obligations. The code of conduct in this case, of course, includes rules for both the visitor and the host. Despite our restrictive frameworks - our options and rules (and often qualifications) on the other side, courtesy remains mandatory. A clear and accurate statement of the problem may facilitate the institution in whose power it is to resolve it. Accuracy, correctness and tact - these are just some of the requirements for successful work. The cultivation of positive approaches and upbringing is not only desirable but also possible.
Proper implementation of the rules and rules for professional communication can play an important, and sometimes decisive, role for the prestige, competitiveness and professional potential of modern organizations, institutions, companies and companies.
In conclusion, both in Europe and worldwide, the ability to communicate is ranked among the personal qualities of employees for their career development. Those employees who are unable to successfully make oral or written business contacts remain at the contractor level.
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7. Appendix 

Copies of all in-class exercises ;
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Exercise2: Writing an e-mail.
You are a teacher of Communication and have received this e-mail from one of your students:
Dear Sir,
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< 1.What Communication js:
2. The Shannon-Weaver mode|.
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Exercise2; COMMUNICATION: A CASE STUDY

As you read their case, think about how You mi

kht help communicate with the employee 1o
femedy the conflict. Answer the critical thlnklng Questions at the

end of the case and, whereyer
Possible, say whose communication mode| Isr

elevan,
BARRY AND HIS STAFF
Barry is a 27-year old who is the manager of 5 restaurant, He is responsible for SUpervising and * /
managing all employees in the kitchen, P

EMployees y o king there range from 16 years old 15 55

years old. In addition, the employees come from Varied cultural and ethnic background

$. For many,
English is not their primary language,

Barry has a Health and Safety (Food) Certificate
in the kitchen, but he admits it’s not easy. Emp|
basics (for example, appropriate hygiene and
sanitizing). But with high turnove
are put right into the job without

%
-
and triegs his best to keep up with food

safety issues . (
OVees recejyve “on the job training” about food safet y g
handwashing, time/temperature, and dean
rofemployees, training is often hurried, and
training if it is 3 busy day.

ing and L 4 '
S0me new employees ‘

One day Barry overslept because he had been work
and realized that he didn’t have a clean uniform,
very dirty. As he dressed, he realized that he need,
after working on his car.

ing on his car until 2 2.m, He was rushing zround

However, he managed to find one

that was not

ed a haircut and a good hand scrubbing, especially g

When he arrived at work, he dashed into the kitche
on the work tops. They appeared to have been sittin

of the kitchen staff and asked: ‘Why did you leaye
the fridge?’

N and noticed several trays of uncooked mezt

B atroom temperature overnight. He called one
the chicken out when | told you to put them in

The man replied: ‘| heard you screaming but | thought you were trying to talk to the chef aboye the

noise of the food mixer he was using. I didn’t know you were talking to me’. Barry is
doesn’t know what to do. He felt like he was beating his head against a brick wall i
his employees to practise food safety,

frustrated and
n trying to get

He has made many efforts to get them to learn how to handle food safely. He has put large signs
all over the kitchen: KEEP HOT FOOD HOT AND COLD FOOD COLD and WASH YOUR HANDS OFTEN,

. r
Questions:
/e

What are the communication challenges and obstacles that Barry faces?

2.

Which communication models can you use to explain Barry’s problems?

3

What solutions might Barry consider in addressing each of these challenges or obstacles?
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Ex.1. Read the following brie umications 3t Your company ang b

Decampene Director of Comm rse in NON-verba) CoOmmunication because you have observed
e th

December, to £0 on a traini send the wrong message.

that her non-verbal skills sometimes

Tell Mary why you are writing bout her COMMmunication skijls

ed a

- Say what you have observ

e would improye her skills and her relattonshop with her fellow
i cours:

- Tell her how you think this

workers,

ail according to the Instructions.

uld like a Supervisor, Mary
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