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Introduction	
Communication can be defined as the transfer of information from one person to another. It is important in all the aspect of living whether it is personal or professional. The process of communication involves certain barriers such as cultural barriers, emotional barriers, physical barriers, attitude barriers, linguistic barriers and so on. Over time various models of communication have been developed, which shows the elements or factors involved in communication and which impacts its effectiveness. Ineffectiveness to communicate properly can lead to misunderstanding between the people involved, which further leads to a bad personal relationship. This is more drastic in the workplace or professional life where lack of proper communication may result in problems in achieving business goals and makes the workplace more stressful and dissatisfy the clients of the business. In this report, the 3 most popular models of communication are discussed, which represent the communication process, as well as different communication skills, are also discussed which assist in transferring information effectively from one person to the other.

[bookmark: _Toc65928573]Models of Communication
Communication refers to the group of elements that are interrelated in nature to transfer knowledge from one person to another. Communication is not only concerned with the message but also with oral, written, body language, styles and personal mannerism. The transfer of information is the core objective of any communication process (Umeozor, 2020). The models of communication can be regarded as the models which are conceptual in nature and explains the elements involved in the communication process of human. The popular communication model involves:
[bookmark: _Toc65928574]Shannon & Weaver (1948)
As per the study of Kubota (2019), Shannon and Weaver Model is based on the concept of information processing which highlights the information transmission process between the sender to the receiver. In this, two crucial elements of communication are explained, which impact the communication that is noise and channel of communication. The models illustrated one-way communication where the sender sends the message to the receiver; however, the message was interrupted by the noise present in the environment. There can be four kinds of noise that is physical noise, biological noise, semantic noise and psychological noise. The major components of the model proposed by Shannon and Weaver involve sender, message, encode, receiver, decode, channel and noise. However, the work ofKimmel (2020) stated that this model lacks the semantic aspect of the transmission of information. It is also stated that this model cannot be applied to general situations and hasmoulded the actual notion of information which is difficult to resolve.The pictorial representation of the model is given in fig 1.
[image: C:\Users\dall\Desktop\replacement\download.png]
Figure 1: Shannon and Weaver’s Model of Communication 
Source: (Kubota, 2019)
Shannon and Weaver’s Model in the case of Pedro and Maria
 It is evident from the case study of Pedro and Maria that the model of Shannon & Weaver brings out the actual process of communication and its interruptions, as in the case the noise in the environment interrupted the message transmitted by Maria on the phone. As Pedro works in a building site, there is huge external physical noise due to which all the things communicated by Maria were not clearly heard by him and lead to misunderstanding. This misunderstanding could have been eliminated if the noise in the environment is reduced. 
[bookmark: _Toc65928575]
Schramm (1954)
According to the research work of Huynh (2020), the communication model proposed by Wilbur Schramm is based on the circular concept, which involves three factors that is sender, which is also known as encoders, the receiver, who is also known as decoder and message that is information. As per this model, the sender or the source of information encodes the message based on the experience, knowledge and culture of the receiver so that it could be understood easily, which means decoding. The model is shown in figure 2 given below
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Figure 2: Schramm’s Model of Communication
Source: (Huynh, 2020)
In contrast, the work of Kullu et al. (2017) stated that the model provides a distinct perspective about the communication where the message to be communicated is formed according to the background of the target. The two major concepts highlighted through this model are the field of experience and feedback. The message that is transmitted is decoded according to the field of experience of the concerned person. 
Schramm’s Model in the case of Pedro and Maria
Both the studies provided above highlight the encoding and decoding issues in the case of Maria and Pedro. Another factor for the failure of communication was the background or field of experience. The word communicated in this case was chicken; however, the word was understood as a kitchen because Pedro belongs to the industry which is involved in the construction of the building. The background of Pedro involves the use of such terms that is why it was interpreted in the context of the building. To avoid this situation, Maria could have formed the message which could clearly state that the message is regarding the dish.
[bookmark: _Toc65928576]Berlo (1960)
In the study of Kalogiannidis and Papaevangelou (2020), it was explained that the communication model developed by Berlo deals with the emotional factor of the message. It is based on the SMCR model, which is known as the sender, message channel and receiver. All four elements of this model have classified five elements that impact the process of communication. In contrast the study of Ping (2019) supported Berlo communication model by stating that this is the most appropriate communication model which can be used in the new media communication. It was stated that this model clearly reflects the interaction between the factors of communication and their changes. Besides this, the work also pointed to the model as the complex one. It can be stated from this work that this model is beneficial for modern communication but is more complex than the other models and require appropriate knowledge to use it.
These five elements are shown in the table below.
Table 1: Factors and elements of Berlo’s Model of communication 
	Source
	Message
	Channel
	Receiver

	Social System 
	Content 
	Seeing 
	Social System 

	Attitude
	Code 
	Smelling 
	Attitude

	Communication Skills 
	Structure 
	Touching
	Communication Skills 

	Knowledge 
	Element 
	Hearing
	Knowledge 

	Culture
	Treatment
	Tasting
	Culture



Berlo’s Model in the case of Pedro and Maria
Regarding the case study of Maria and Pedro, the knowledge of the source on how to transfer the message with more clarity brought up issues. This problem was further accompanied by the wrong content in the message section, which was unclear. The misunderstanding could have been eliminated if Maria has opted right channel of communication according to the environment of the person being contacted. In this case, written communication which can be seen by Pedro, would have been the best option. In the end, the knowledge of Pedro about the message impacted his understanding. 

[bookmark: _Toc65928577]Communication Skills
Communication skills are required by every single person who wants to succeed in the organization. Lack of communication skills can lead to the mismanagement of business operation, which later results in bad outcomes for the business.
[bookmark: _Toc65928578]Verbal/ Oral Communication skills
As per the work of Radovic Markovic and Salamzadeh (2018) oral communication is concerned with the use of language. In this, the order or sequence of words is carefully designed to bring clear information. It involves telephone calls, face-to-face conversations, meetings, teleconferencing, reports etc. Through this, immediate feedback from the person being communicated can be gathered. In this, all the statements should be made with proper usage of words and high consciousness. The importance of words in verbal communication is evident from one of the past incidents of the hotel where I work. 



Workplace Example of Verbal Communication:
During a job in the hotel, one of the colleagues from the workplace was dealing with the query of a guest regarding room booking where he said that “I am not responsible for your booking issues.” The statement sounds rude to the guest, and he left the hotel right at the moment. However, as is represented in the study that words should be arranged and used in a proper manner; that is, instead of using a rude tone or word, he could have said that “Sorry Sir, I cannot help you out in this situation.”

[bookmark: _Toc65928579]Non-verbal Communication Skills
Non-Verbal communication can be explained as the communication which takes place through facial expressions, body and all other things which do not involve words or language but is as important as verbal communication (Hall et al. 2019). It can be said that non-verbal communication enhances verbal communication and support in conveying the right meaning. A polite verbal message can be considered wrong if appropriate gestures or expressions are not used.

Workplace Example of Non-verbal communication:
During the incident of the guest query, the non-verbal communication skills used by the colleague were not appropriate as he was looking here and there when the guest was talking, which made the guest angrier. Similar situation was handled by another colleague but with positive results where the colleague had passed the gesture that he is listening by making eye contact and by nodding his head towards the problems faced by the guest. This gave the feeling that the people of the hotel are concerned about the inconvenience faced by the guest but cannot do anything due to hotel policies. 

[bookmark: _Toc65928580]Listening Skills
[bookmark: _Toc65928581]Active Listening
Active listening is concerned with being attentive to what is said by the speaker. The major skills beneficial for active listening involve: 
· Keeping the judgement aside: During this, the listener should not be judgemental about the views and opinions of the listener. A broad mindset is appropriate in this situation.
· Paying attention to what is being said: In this, the speaker should not be interrupted between the conversation, and all the points of the speaker should be heard attentively.
· Clarifying: All the points and words which are not understood during the conversation should be clarified by asking the question as withholding those doubts will only lead to misunderstandings.
· Summarising: The listener should continuously restate the point grasped in the conversation to form a mutual bond between the parties involved.
· Reflecting: During active listening, there should be no role of assumptions and the speaker should be kept updated about what all is understood through key points.
Workplace Example of active listening:
There is an incident where one of the friends who was also working as the receptionist in the same hotel went into trouble because of her listening skills. There was a guest in the hotel who was suffering from the inconvenience of allotting wrong room number because of hotel management; however, instead of listening to the problem where the guest was explaining where the things went wrong and confirming with the management, she said that it is the same room booked by him in the rude tone. Because of this, he became angry and cancelled all his booking right at the moment. 

[bookmark: _Toc65928582]Empathetic Listening:
 As per Drobot (2017), in communication, listening skills are as important as information communication skills. It helps in the smooth flow of communication. In empathetic listening, the listener should possess the skills to psychologically understand what is being spoken by the person. In this, one should possess the skills to differentiate between the sound, grammar and vocabulary of the speaker. It impacts the communication process efficacy. 

Workplace Example of Empathetic listening:
In the above case of room allocation issues, if the colleague has used empathetic listening, the results would have been different as he would be able to realize what the guest is going through and could have communicated in the manner best suited for the situation.

[bookmark: _Toc65928583]

Conclusion
It can be concluded that there are three traditional models of communication that are appropriate to the communication of the modern world. The first model of communication discussed there was the Shannon & Weaver model, which is the oldest model out of all and is concerned with the elements involved in information processing. In this, the importance of noise and its impact on the message was highlighted. The second model was the Schramm model, where the circular concept of communication was suggested, which involve encoder, message and decoder. The last model discussed was Berlo which is based on the concept of SMCR that is the source, message, channel and receiver. In this, five elements of each factor are highlighted. The report identified that communication skills could be verbal, which involves words as well as can be non-verbal, which do not involve any words. It was found out that listening skills in communication are as important as communicating skills. This involves active listening, which involves the attention of the listener and empathetic listening, where the listener puts himself or herself in the shoe of the speaker.
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MARIA and PEDRO

Pedro works on a building 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 said.
When Pedro went into the sitting room, Maria said, ‘Where is the chicken?’
‘What Chicken?’ Asked Pedro.
The one I asked you to get on your way home.’
Oh, no! I thought you said when I come home I will see you in the kitchen!
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