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1.Introduction.


The topic of this report is communication and forms of communication.
According to the Merriam-Webster dictionary, we can define communication as a process by which information is exchanged between individuals through a common system of symbols, signs, or behaviour.
From the lectures on teamwork and communication, we learned several models that explain the communication process. This report will discuss the Shannon-Weaver, Schramm, and Berlo models and also, will discuss types of communication, such as verbal, non-verbal, and listening. 


2.Models of Communication.



2.1 Shannon and Weaver (1948). 


The Shannon-Weaver model is famous for showing how signals can become confused and misunderstood between transmission and reception. In an article entitled "A Mathematical Theory of Communication" (1948), Shannon explained the purpose of his model:
[bookmark: _Int_wAzTf5KU]"The basic problem of communication is the reproduction of a message sent from one point, exactly or approximately, to another point" (Shannon, 1948). The model was originally developed to improve technical communication. It was later widely applied in the field of human communication. 
The components of Shannon and Weaver's communication model are Source of information, Transmitter, Channel, Noise, which can be external or internal, Decoder, Destination.
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An example of the Shannon-Weaver communication model is the Maria and Pedro case we discussed in class. Pedro works at a construction site and Maria is his wife who calls him on the phone. Due to the noise of the construction site, Pedro is unable to understand what Maria is saying to him on the phone.
An example of internal noise is a case from my work. My colleague had to go to the office and get item labels. When she returned, she brought the wrong labels. She apologized and said she had a terrible headache and had not heard correctly which labels to take.



2.2 Schramm (1954).


Wilbur Schramm was a psychologist and noted communication theorist who in his book “The Process and Effects of Mass Communication” (1954) suggested that communication is a two-way process in which both sender and receiver take turns to send and receive a message and that communication always requires three elements–source, message, and destination. His model states that a message is encoded at the source and sent through some channels to its destination, where it is then received and decoded. Both parties in the communication process express opinions, give, and receive feedback.
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As an example of Schramm's model, I will refer to a case from my own experience. Before I moved to London I lived in Boston and every week on Monday I travelled by train to London to attend university lectures for the next two days. One Monday I had bought a ticket as usual. The trains were not running regularly, there were a lot of delays and timetable changes, so I only got as far as Peterborough. When I got off at Peterborough, I went to seek information from the station officials. The ticket agent I spoke to told me that the train to King's Cross would arrive in fifteen minutes. There were many people at the station. They were talking loudly, all wanting to know how they would continue their journey and after how long. The glass partition between me and the ticket clerk further hindered communication. In all the noise, I did not understand what she told me, so I asked her again which platform the train would arrive at. 
I refer this case to Schramm's model because it covers his two-way model of communication. If there was no feedback between me and the clerk, I would have missed my train and had to wait longer. 
According to Schramm's model, communication is two-way, which means that each of its participants is both a source and a receiver. Encoding and decoding are the two crucial steps for successful communication in Schramm's model.



2.3 Berlo (1960).

Berlo's model, developed in the 1960s, is based on Shannon and Weaver's model, but expands it with several new emphases. What is new is that two-way and equal relations between the source of information and the receiver of the message are required. 
This model is also known as the SMCR: Source, Message, Channel, and Receiver. 
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An example of Berlo's model is the case of the professor and the village people that we discussed in class. The professor lived near to a small village, but one evening his house caught on fire. He has run to the village for help, screaming that his house was on fire, but the village people paid no attention to him. No matter how much he asked them for help, they just kept on doing what they were doing. His house has burned down. When the professor went back to the village the next day, he asked the people why they did not help him last night. They replied that they would have helped him, but he did not tell them that his house was on fire.
Berlo's model says that for effective communication to take place, the sender and receiver must be on the same level. Here, the professor, who is used to expressing himself at an elevated level, was misunderstood by the people in the village. To be understood by them, he had to use simpler and understandable means of expression, let say, he needs to speak their language.
According to Berlo, the two parties in communication are as a pair and thus a "pairing" occurs. To put it another way, communication needs the conviction "I understand you" that is manifested by both sides simultaneously and to an equal degree. In this sense, pairing requires certain attitudes, knowledge, communication skills, etc.



3. Communication Skills.

As we said at the beginning, communication skills represent a set of abilities that an individual possesses and can develop throughout his life to be able to communicate more effectively and improve his social relationships. Most of the things we do in our daily lives require communication skills. From the communication patterns, we understood how the communication process takes place. However, people are different and one of the differences is the communication style they use. We can divide communication into verbal, non-verbal and listening.




3.1 Verbal Communication.

Verbal communication is the use of words to share information with other people and it can include both oral and written communication. For this process to take place, it is necessary for the participants to have, for example, a common language in which to speak or write. Examples of verbal communication can be classified according to their types: telephone conversation, conversation between people, voice memo, scream, whistle. 
Examples of written verbal communication: digital or paper book, email, instant message, letter, document, ideograms, logos, hieroglyphs. 
Also, verbal communication is divided into formal and informal. Formal communication follows principles and rules that are predefined. Such is, for example, the communication between a worker and his chief. Informal communication is used in communication between relatives, friends, neighbours.
Written communication can also be formal and informal. For example, when writing a formal letter, you should strictly follow the prescribed format for writing a formal letter. The use of colloquial words, abbreviations and jargon should be avoided when writing a formal letter. A formal letter should be accurate and to the point. The formal letter structure is not required when writing an informal letter to friends, family, or other close relatives.

3.2 Non-Verbal.

A significant part of our communication is non-verbal.
According to (Mehrabian, 1960) the percentage of non-verbal communication is four times greater than verbal communication and that most of what we communicate involves our actions and gestures and a much smaller part is conveyed in words. Categories of nonverbal communication include vocal expression; space, environment, and territory; appearance; body movement, gestures, and posture; facial and eye expressions; and touch (Quintanilla, K. M., 2020). We use many non-verbal signs in our daily life. Our nonverbal communication, which includes everything from handshakes to hairstyles, reflects who we are and influences how we interact with others.
An example of formal and informal communication is the case "A Day with the Chief" that we discussed in class. In the conversation with his chief, Mark ignores the accepted norms of formal communication. He loosens his tie, crosses his legs, and uses informal language, which is an example of poor verbal and non-verbal communication, as well.








3.3 Listening. 

Communication starts with listening! (Nancy Foster, 2016). 
To be effective participants in the communication process, even more so, to be able to decode the information we receive, we should manage the skill of listening. How can we develop our skills as a listener? 
According to Business and professional communication: KEYS for workplace excellence (Quintanilla, K. M. 2020) we should always strive to limit and, whenever possible, isolate external noise that can interfere with our ability to listen to others, as well as their ability to listen to us. For example, while talking on the phone, we should not be distracted by checking emails on our computer.
There are few types of listening, but active listening and empathetic listening are the best to develop listening style and help to identify others’ styles.

3.3.1 Active listening: 

Active listening is one of the most key characteristics of a communication culture. It is important for good interpersonal communication, an important criterion not only for personal but also for professional success. Many of our communication problems stem from not knowing how to listen. Active listening involves the overall verbal or non-verbal communication style. It is also observing the expression and overall appearance of the person in front of us. To listen actively, it is important to consider both the tone and the mood. The non-verbal elements of communication provide valuable clues to understanding what is being said. And our role as a good interlocutor consists in the ability to pay targeted attention to them.
Active listening aims to support the speaker, to make sure that they will be listened to carefully and that they will be understood and supported.

The basis of active listening is empathy.

3.3.2 Empathetic listening: 

Empathy is not exactly a communication technique. It is an emotion-based approach to showing respect for the personality, needs, and individual desires of others. It is the ability to see the world through the other person's eyes by relating to the feelings they are experiencing.


An example of active listening is the "Max the Multitasker" case we discussed in class. Max is distracted and while talking to Tamara on the phone, he is doing other things. This prevents him from communicating effectively.





4. The advantages and disadvantages of modern technology.

A lot can be said and written about the benefits of modern technologies. They find a place and application in every field and are an invariable part of our life. Of course, this also includes communication technologies. There are many platforms like Facebook that we use daily to communicate with our family, friends, and colleagues. Technologies facilitate communication, but its use can also have unintended consequences. The biggest problem with introducing technology into our lives is that we become dependent on it. For example, if you have a calculator, you do not have to do mental calculations. You do not know something; you can google it. In many places, robotic technology is displacing people, thereby increasing unemployment. Another downside of our technological world is fraud. The most frequent problem is when we are shopping online. 
Another frequent problem is bullying on social media. Anyone can be bullied or threatened on social media, but children are the most at-risk group. 
Technology makes our lives easier, but on the other hand, it degrades the quality of our communication and changes the way we socialize and communicate.





5. Conclusion.

Based on the communication processes and their elements examined in the report, the following conclusions can be drawn. In general, communication represents an act of connection between a sender (sender, speaker) and a specific receiver (receiver, auditory). The communicator must have a clear thought, clear speech, and skills to support the interlocutor's interest. With the help of words, we convey content, and with the help of the non-verbal - form, context. Attitude is important; not just what you say, but how you say it. For communication to be effective, it is not enough just to be able to speak and write well. It is equally important to be an excellent listener. A conversation is not a conversation if one person is talking and the other is not listening. Communication skills are essential in everyday life, but there is only one way to become a good conversationalist and that is to be able to listen.
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MARIA and PEDRO

Pedro works on a bullding site and Maria is his wife,
One day Maria phoned Pedro,

‘Hello, Pedro, when you're coming home, see If you can get me a chicken.”
‘Okay,’ replied Pedro.

When he got home, Pedro took off his boots and coat and went into the kitchen.
‘Maria, where are you?’ He said.

‘Here ~ In the sitting room,” she sald.

When Pedro went into the sitting room, Maria said, ‘Where is the chicken?’
‘What Chicken?’ Asked Pedro,

The one | asked you to get on your way home.’

Oh, nol | thought you said when | come home | will see you in the kitchen!

Q: Why do you think Pedro misunderstood Maria?

Pedro Is at work. It is noisy; he is busy; he is in a hurry to end the conversation,
Q: Whose Model of Communication explains this confusion and why?

The Shannon-Weaver model explains this confusion

The noise of the construction site interferes with the communication process.
Q: How could this have been prevented?

Pedro needs to move to a quiet place and also to ask Maria if he understood
correctly about the kitchen.

Q: Whose Model of Communication explains how it could have been avoided?

Schramm's feedback model.
SUMMARISE THE STORY OF MARIA and PEDRO:

A major part of the communication process is listening. Pedro does not seek to
understand exactly what Maria is telling him.
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A Professor of English at a well-known Welsh Unlversity lived in a large house rot 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 vilage 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 conflagrationl"

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 sald. “The edifice Is being consumed by a great conflagrationl”
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.”

Q: Why didn't the village people help the Professor?

The village people did not help the professor because they did not understand what
he was telling them.

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

To use language, they understand. To express himself more simply, considering who
is listening.
Q: Whose model of communication do you think can explain this situation and why?

Berlo's model. The source and receiver of the message must have equally well-
developed communication skills, knowledge, and atiitudes.

SUMMARISE THE STORY:

The main thing in Berlo's model is not simply to say something, but how you say it,
s0 that others can understand you.
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As & reward for belng the top salesman for his computer manufacturing company In London, Mark s
rewarded by a free trip to the company's head offica In California to meet the Chief Executive Officer
(CEO), Alana Brown. He had heard people describe Mrs. Brown as the Wicked Witch of the West
because of her rough way of speaking to people and her quickness at dismissing employees who do
ot please her, They had also sald that she never smiles, doesn't make eye contact and doesn't ike
people starting up a conversation.

Althoegh Mark Is excited to be going to Calffornia, he Is nervous about meeting Mrs. 8rown He.
doesn't know what she would talk about or how she might treat him. After all, he s Just a salesman
and she Is boss of a multinational corporation. She would abviously want to know about his sales
strategy and how he succeeds In convineing people to buy thelr computers. His friends at work had
sald that she might even promote him|

He arrives In California and is taken from the airport by a company car to the company’s offices,
where he Is met by Mrs. Brown's secretary, who takes him n to see her. Mark's mouth s dry, and he
Is trembling as he enters the large office. He i shocked when he sees a small woman siting behind a
Jarge desk, smillng at him with friendly eyes. She stands up, shakes his hand and asks him f he had a
good flight. He nervously says that it was good, and he walted for her to Invite him to sit.

“Would you like a cup of tea or coffee - maybe a glass of water?” Asked Mrs. Brown.

‘Nothing just yet’ he stammered.

‘Please have a seat, she sald smiling. | have been looking forward to meeting our top salesman.
Mark smiled. Mrs. Brown was nothing like the witch they had said she was.

She asks him many questions about how he approaches his work and how he gets people to buy
thelr products. She also wants to know how the company fits in with his own professional goals. Ho
begins to feel more and more comfortable because these are things he knows and had rehearsed
over and over in his mind.

Mirs. Brown leans forward, listens and nods her head in understanding. Mark is now completely
relaxed, so he loosens his te, crosses hislegs and begins to tell her what he thinks is wrong with the
London office. He tells her how his immediate supervisor had falled on many occasions to take
opportunitis to increase sales and how he thought they should be pald better.

Mrs. Brown squinted her eyes as she looked at him. Then she stood up and said In a gruff voice

“My secretary will show you out.
1.6iven the professional context, would you have done the same or differently if you were in
Mark's position?

| wouldn't do the same. Mark was invited to present his sales strategy,
management of the office where he works.

not to criticize the

2.00 you think Mark corectly evaluated the context?

Mark has not got the context right. Mrs. Brown shows a good atitude towards him and he,

[et say, forgets who she is.
n factors led to the change in the CEO’s attitude?

3, What communicat

cation skills on Mark's part. Informal behaviour-accepts Mrs, Brown s his
1 communication. Lack of real estimation-exceeds generally

ication b and subordinate.

Poor commun
equal. Poor verbal and non-ve
accepted boundaries in commun

Editions
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Max vas very good at planning and organising saventsuch as weddings, birthda
iy and othar anniversaries, so
the deided to start a business from his home witierie received anquires and mado bookings for clents. He

didn't have much money, so he did al the worlby fimsalf and dependad on satisfled clents tellng other
People about his services Instead of paying for actertisements,

One such client was Tamara whose wedding Max had organised two years earler, All the guests had had a
wonderful time, and some had even hired Max to plan varlous actvites. Now, Tamara wanted Max to plan her
parents’ SO Wedding anniversary for a hundred and fifty guests at a special venue, the Dorchester Plaza. Max
agreed, even though he was so busy that he found himself dolng the Jobs of secretary and receptionist by
answering the phones, taking bookings and. phoning around to book various venues.

‘Why don't you employ somebody to help you?”

‘I can't afford It. My mother has an Incurable lliness and | must pay for her to stay In a nursing home. Alzo, her
medicines are extremely expensive’, said Max.

‘h, I'm sorry to hear.”

Two weeks later, Tamara phoned him on his mobile as his landiine was busy. When he answered, he told her
that he was on the phone to another client, but she sald that all she wanted to do was to bring forward the
party toa week earller as her father had to go Into hospital on the date earlier agreed. Max sald that It wasn't
a problem and they agreed on a new date.

When the day came, Tamara, her parents and their guests turned up at the hotel only to find that there was
another party in progress. They were all upset, and Tamara was crying as she phoned Max to find out what had
gone wrong. Max apologised and said how sorry he was but that he had forgotten to wrte the new date n his
diary because he had been talking to another client on the other phone and he couldn't afford to employ.
anyone to help him, He said he could organise the party for her parents at half the cost any time afte her.
father came out of hospital, but Tamara was so angry and upset that said she would never trust him again and
she would tel all her friends what he had done. She called him a rude name and hung up.

Max tried to phone her many times after, but she didn't answer.

1) What element of communication do you think was responsible for what happenad?

Listening. Max is distracted. While he is talking to Tamara on the phone, he is also doing
other activities, which prevents him from communicating effectively.

2) How could it have been prevented?
By engaging all his attention in the conversation with Tamara.
3) Was Tamara right to behave in the way she did?

| can't say if Tamara s right. Rather, | would say that Tamara exaggerales what happencd
Its just one birthday after all Moreover, Max promises to organize the party for half price.
Yes. the situation is unpleasant, bul even if Tamara follows through on her threat, it won't

change things for her.
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Case Study1 ~[Barry and Comnunication Barriers; Efisctive Communication as a
Motivator

/As yau raxd theiir cass, think aout how you might help communicate with the
;\mployee to remedy the conflict. Answer the critical thinking questions at the end of
@ case.

Barry Is a 27-year old who Is the manager of a restaurant. He is responsible for
supervising and managing all employees in the kitchen. Employees working there
range from 16 years old to 65 years old. In addition, the employees come from
diverse cultural and ethnic backgrounds. For many, English Is not their primary
language.

Barry is qualified food safety officer who tries his best to keep up with food safety:
Issues In the kitchen, but he admits it's not easy. Employees receive “on the job
training” about food safety basics (for example, appropriate hygiene and
handwashing, time/temperature, and cleaning and sanitizing). But with high turnover
of employees, training is often hurried, and some new employees are put right into
the job without training if it is a busy day. Eventually, most employees get food
safety training of a kind. The owners of the restaurant are supportive of Barry in his.
food safety efforts because they know if the Health and Safety Inspector found
standards to be poor, their restaurant could go out of business. Still, the owners
note there are additional costs for training and making sure food is handled safely.

One day Barry rushes to get into work on time. He had been working on his car until
2 am. and realized that he didn't have a clean uniform. However, he managed to
find one that was not very dirty. As he dressed, he realized that he needed a haircut
and a good hand scrubbing, especially after working on his car.

When he rushed into the kitchen, he noticed several trays of uncooked meat on the
work tops. They appeared to have been silting at room temperature for some time.
Barry is frustrated and doesn’t know what to do. He felt like he was beating his head
against a brick wall in trying to get his employees to praclise food safety.

Barry 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. All employees are given a thermometer
when they start so that they can assess the temperature of food. Hand sinks, soap,
and paper towels are available for employees so that they are encouraged to wash

their hands frequently.
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Questions:

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

Large age range (16-55), Different cultural and ethnic backgrounds. Not everyone
understands English well.

2, What solutions might Barry conslder in addressing each of these challenges
and barriers?

Workers should be divided by age or by the language they speak. This will make it
easier for them to communicate with each other and help each other. The owners
support Barry, so he could talk to them about English lessons for the workers and
also about food safety training.

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

The signs that Barry places in the kitchen must be in several [anguages; it is good if
they have pictures to show what needs to be done.
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