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[bookmark: _Toc29241633]Introduction
         The relationship with the other people is formed through communication. With this in mind, we must give more importance to the way we convey what we want. Words are not the only way to send a message. Sometimes gestures can do more than words. If we want to communicate effectively and have a positive result in communication, we must consider several elements: body posture, looks, voice inflections, clothes, etc.
          The way we communicate with our friends, family, superiors, colleagues reflects an image of who we are. If we want to have a concordance between the way we perceive ourselves and the way we are perceived, we must pay attention to what we say both through words and gestures. Most of the time people who do not tell the truth make gestures that contradict what they have said, and this transmits negative information about these people.
        This report presents the various types and models of communication, as well as their importance in business organisation.
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         The use of verbal statements is one of the most common ways individuals communicate with one another. Because members do not always know the exact intent of one another comments, there can be multiple interpretations and frequent misunderstandings.” Maund, A. Schriek, M. and Tinkler, P. (2017). 

	Verbal communication occurs between a minimum of two interlocutors and allows the transmitter to observe how the message was received and modify it according to the reactions received from the receiver. Also, verbal communication is a simple and fast way and allows the use of a wide range of message expression (dialogue, exposition, report, etc). Thus, we can see that verbal language is always connected with paraverbal language or what people communicate by voice and vocal manifestations without verbal content.  Verbal communication can take place when we are face to face with the other party, but it can also take place through the telephone, the telephone robot, the radio, the voice mail.
Non-verbal communication occurs through messages that are not expressed in words but can be perceived and understood by the interlocutor. These signals can support, help, repeat, contradict, replace, complement or accentuate the message transmitted by words.
Positive nonverbal language is manifested by:
• open and cooperative attitude
• smile
• expression of the interested face
• moderate eye contact
• the arms support what is said
• sufficient and varied voice volume

        Mimic is the way in which the features of the face render a person's experiences. In the relationship with other people in order to gain their confidence, the mimic should not contradict the verbal elements.
       Smile is an element that always helps in the relationship with others, because it transmits friendship, closeness and self-confidence. The forehead transmits concentration, maximum attention but also tightness and rigidity. For this reason, people who are frowning transmit a state of tension. Rictus (girl's face) induces the idea of ​​insecurity. When we talk to people who tend to use different face changes, we can think that these people either do not tell the truth or do not know what they are talking about.
       Looking is an important factor in non-verbal language, and it is also the way in which a connection is created between the people speaking. Permanent eye contact is decisive for gaining goodwill and trust. The information we transmit will have a much greater impact on the interlocutor if we look into the eye when we talk to it. 
       The lack of gestures causes a conversation to lose momentum and become boring. On the other hand, if we manage too much, we can get tired of the interlocutors and they can no longer concentrate on the information transmitted. It is important to avoid gestures such as: hands held in hips, pointing the index finger at the interlocutor, snapping fingers, playing with different objects, passing the hand through the hair. These gestures can convey aggression, nervousness, insecurity. The firm, but not rigid, posture of the speaker offers added security to what is said.
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[bookmark: _Toc29241638]         The Shannon-Weaver model is the fundamental model of communication, subsequently improved by many other sociologists. The model is typical for transmission current. These models focus on the process of transmitting the message and not on the transmitted meaning.
       The main merit of this model is the fact that it is the basis of the later, more complex models, which describe the process of human communication in a much more comprehensive way. The main shortcoming of the Shannon-Weaver model is its linearity, which involves unisensely transmitting the message, from a clearly identified source to a destination that is also clearly defined. Moreover, in its original form, the linear model did not include a feedback loop.
Language is not just speech. Analyzing the phenomenon of communication we must highlight its six elements, all necessary for a real communication:
1. Transmitter (source)
2. The message (coding)
3. Transmission / communication channels
4. The receiver (the recipient)
5. Decoding / decryption (interpretation / context)
6. Feedback / reverse connection
      The Shannon-Weaver model (1949), is a classic example. S-M-C-R model, an information source (S) encodes a message (M) and transmits it via a certain channel (C) to a receiver (R), which decodes it. 
[image: C:\Users\iacob\AppData\Local\Microsoft\Windows\INetCache\Content.MSO\47546F3D.tmp]

[bookmark: _Toc29241639]        Berlo's Model S-M-C-R (1960) offered an improved interactional perspective. He brought to the attention the relationship between source and receiver and developed the following idea: the more knowledge and communication skills of sources and receivers, the better the message will be encoded and decoded and easier. Berlo also took into account the importance of the culture in which the communication takes place, the attitudes of the transmitters and receivers and the transmission channel. The following models have emphasized the transactional nature of processes and how individuals, groups and organizations construct their meanings and goals (Harris & Nelson, 2008).





[bookmark: _Toc29241640]        Schramm's communication model contributes to the extension of Lasswell's basic model, from a qualitative perspective. He introduces the idea of ​​'experience' or 'frame of reference' in communicative interaction. Starting from the Shannon - Weaver model, Schramm transforms the communication process, the transmitter into a "coder", the receiver into a "decoder" and emphasizes the need for the transmitter to properly evaluate the receiver's ability to understand the transmitted message. Willbur Schramm advocate for the necessity of participants in the communication to use a common communication code and to have a common experience in the field.
      The author of the model argues that the disturbing effects of noise and the lack of experience of the transmitter and receiver can be mitigated by establishing a reverse communication channel (feedback).
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 J. DeVito (2014, p. 38)

      "Every message is made within a specific and unique cultural context that influences both the content and the form of the message" (DeVito, 2014).
       Culture is understood by a system of symbols, language, values and norms learned and shared by which one group differs from another. Intercultural communication is the communication between people who have different cultural visions, behaviours and values. Awareness of the importance of culture in communication does not imply the idea of equality of all cultural practices or acceptance of all norms from different culture. Acceptance of cultural differences is always a positive factor in interpersonal communication.

[bookmark: _Toc29241642]Communication in business organisation
Communication is one of the most difficult but important aspects in the workplace. Wherever we work, we may have communication problems. The source of most communication problems is the difference between the content of the message we want to convey and the way others receive the message.
          One of the most appropriate ways is to observe what impact our actions and words have on those around us. The best way to know the impact of the message on others is to provoke a reaction from them, the feedback, which involves a risk.
          In personal relationships, people tend to be more open towards each other as they gain more trust in each other.
          Within an organization, things are different because the manager has the power and, on the other hand, the fact that the information is distorted when they pass through the informal communication channels. subordinates.
         In both cases we can use methods that allow us to identify whether our communication was effective or not.
         Communication is undoubtedly at the top of any person's problems. There are very few who can say that they have an effective communication with absolutely all the interlocutors.
         People communicate verbally with each other (face to face or by telephone), nonverbal (gestures or mimicry), through written messages (letters, reports), or through a third person (through a messenger). Several barriers may arise in trying to expose one's ideas in words in front of others.
       Creating an effective communication system requires a very careful analysis by the specialists of all the criteria, advantages and disadvantages of each communication method as well as of all the types of messages that can be sent.
       Workplace teams are an essential part of every organization, and the communication that happens in a workplace team is often different from the communication that happens outside, the level of communication is more intense in workplace teams.
      Non-verbal behaviour and communication are also essential in all workplaces. However, due to the increase advent of technology, mostly employees do not have non-verbal communication skills. Most often, in a meeting, the non-verbal communication skills can ensure the course of the meeting. In many cases, it can offend people as well, which is why it is essential to look at non-verbal communication skills.
         Organizational leaders and communication specialists first develop strategies to meet goals, then construct relevant messages they send through various channels to stimulate communication with employees and members of the organization. Effective listening is crucial for learning, understanding, conflict resolution, and a productive teamwork. It helps leaders at all levels improve the morale of their subordinates, discover and solve problems. Many companies have all the means necessary for effective communication but find that they do not have an organized communication system and trained people, which reduces investment to near zero. made in the purchase of modern and efficient communication tools.
      The paper “Workplace Emotion and Communication”, looks at the aspect of emotion and the way that it affects communication. This would mainly be between the supervisor and the employee but could also affect the workplace in terms of the relation between two employees, as well as between an employee and a customer as well (Jia, Cheng and Hale, 2016).  
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      Communication is a basic component that must be understood very correctly in order to achieve its purpose. It can be said that it is an intentional transmission of information data. Relationships develop as a result of communication and the functioning of an organization is based on effective relationships between individuals or groups. Through communication they coordinate their activities to achieve their goals.
      Communication plays a major role in any managerial work. We communicate through a variety of channels, and in this report, we have analysed how we transmit them to other ideas and messages, using a series of techniques. Thus, you can think about the way you communicate and, at the same time, the way you consider the context in which communication with others takes place.
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Time allocated: T hour. Please return your paper to the lecturer upon completion. t willbe returned.
0 you ot the next session. You will need to include a sconned copy of this exercise i the form of an
‘appendix together with your Tosk 1 (part of the Assignment for this module).

Ex.1. Read the following passage and answer the questions.

1 (Kely Quintanila, one of your co-authors) have taught many successful workshops to business
professionals over the years, workshops in beautiful locatons with enthusiastc partcipants. | also taught
‘one workshop that appeared to be doomed 10 fll before t even began. The topic of this &-hour workshop.
was confict management. The group was a department whose members were curently engaged ina batle
with one anther, Lteral, hal the department was not speaking to the other half. Some of the best
department members had put infor transfers. Productivit and customer service were suffring.

Knowing all this n advance, | had carefuly se
tables, and good ighting. | had planned for severa breaks with food and drnks in an attempt t foster
nformal communication. The meetng environment ws ideal. Unfortunately, an emergency water outage.
caused the workshop to be moved to a o0 in one of theIocal museums. The meeting was scheduied to
beginat 8:00a.m., but many people arived ate due 0 the st minute change i ocation. Those who arived
ontime became increasingly agated as they wlted. art of thei aitation stemmed from thefact that there
was o caffee, 10 food, nothing. Despit severalcals, the ood order never made t 1o the new location. The
only place to get a drink orsnack was a smal, extremely overprced gift shop that did not open until 1000
.m. To make matters worse,the room had about 40 mounted animal heads hanging from the wals. The
animal heads, most o which were i a growing pose, were very dusty,causing anyone withallergies t begin
sneezing and snffing. The fral problem was th furniture. The chars were the small, meta, fokding kind.
The tables were aso small,and there were not enough of them, 5o the partcipants were crammed together.
1could not imagine a worse meeting environment forany oup, et alonea roup already engaged inconfict.
Ineeded 1o do something auickly.
Q1: What went wrong?
Q2: What would you have if you had beenin that positon?
Q3: Could the stuation somehow be used to your advantoge? Why/ why not?
Qa: Could any model o communication help explin ti ituation?
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£x.2. Read the following bief and write a business emall according to the Instructions.

Wite an emai t 3 business contactor colleague asking for informaion.

Prepare thestuation using the questions below. The nformation can be eal o I
« What s your company'sbusiness? What products/services do you offer?

« Whats your positon nthe company?

+ Whatnformation doyou want right now? deas: the status of an order thatyou'
nformation to give o acustomer; market information about  new country wh
busines; financial data to write a report; hotel information fo a business trp you ae going to make.
+Whare you going 1o wit o, 10 get his nformation? deas: a colleague in another department/from
‘another country, a customer;asupplier; your e manager

= Can you make your request for information more speciic?

+ D0 you want to give any nformation o them? / promise acton? / offer help?
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Time allocated: 1 hour. Please return your paper to the lecturer upon completion. It will be returned
to you at the next session. You will need to include a scanned copy of this exercise in the form of an
appendix together with your Task 1 (part of the Assignment for this module).

Ex.1. Read the cases and answer the questions that follow

CASE 1: Mary was working on some paperwark when her daughter came into the room upset.
As the child told Mary what was wrong and how she felt, Mary kept typing on her keyboard and
said, “It’ll be OK,” and ‘Everything will be all right.’ She was confused when the child anly
continued to become more and more frustrated. Just then, Mary’s phone rang and she was all
excited when she heard her friend's voice. They spoke for fifteen minutes and when the call
ended, she turned and said to her daughter, ‘Oh, darling, that was Susan. I'm so excited about
seeing her tomorrow!". The child broke down and cried.

1 Why weren’t Mary’s calming words having any effect on her daughter?

U

oL shel_reoldy cOIre ol 0o
ASE 2: Steve was exhausted from work when his wife, Sally, came hefmé. So he was quite
annoyed when she began telling him all that went wrong about her day. He interrupted her and
said, ‘I'm so tired, can’t it wait?". The next morning while they were in the kitchen making
breakfast, Steve said, ‘Did | tell you what happened at work yesterday?. Sally said nothing, but
walked out of the kitchen.
Why was Sally upset?

» 0

¥ €
Steve have done to help the tension that had developed?
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Time allocated: 1 hour, Please return your paper ta the lecturer upon completion. It will be returned
o you at the next session, You will need to include a scanned copy of this exercise in the form of an
@ppendix together with your Task 1 (part of the Assignment for this module).

Ex.1. Read the cases and answer the questions that follow
CASE 1: Mary was working on some paperwork when her daughter came into the room upset.
As the child told Mary what was wrong and how she felt, Mary kept typing on her keyboard and
said, “It'll be OK,” and ‘Everything will be all right.’ She was confused when the child only
continued to become more and more frustrated. Just then, Mary’s phone rang and she was all
excited when she heard her friend’s voice. They spoke for fifteen minutes and when the call
ended, she turned and said to her daughter, ‘Oh, darling, that was Susan. I'm so excited about
seeing her tomorrow!". The child broke down and cried.

1. Why weren't Mary’s calming words having any effect on her daughter?

ASE 2: Steve was exhausted from work when hls wife, Sally, came . So he was quite
annoyed when she began telling him all that went wrong about her day. He interrupted her and
said, ‘I'm so tired, can't it wait?’. The next morning while they were in the kitchen making

breakfast, Steve said, ‘Did | tell you what happened at work yesterday?. Sally said nothing, but
walked out of the kitchen.

Why was Sally upset?

2. What could Steve have done to help the lenswn that had developed?

Lecturer’s signature:




image1.png
y PR
H S
it | oo (6o @ER] mecinr
7 i
H it

H

[

FeenAce





image2.png
c

ANNEL R

@S
® o ““'Ew@*mwew

| iiaes |

% TasTE





image3.wmf

image4.png
ISR A Model of Intercultus
Communication

This basic model of intercultural communication is designed to
llustrate that culture is a part of every communication transac-
tion. What other ways can you think of to lustrate the process of
Intercultural communication?





