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1. Introduction

This report is going to be a dip in the world of communication. The topics covered will be the communication models (explained with practical examples) and all the elements that characterize this important subject. There will also be some reflections about my personal experience related to communication, especially at my workplace. The aim of this assignment is to explain what I learnt in this module, comparing it to my life experiences. Some significant advices to develop and improve communication in all its forms are going to be included.





















1. Definition and ‘Models’ of Communication
It is reasonable to say that communication is the process of transmitting information. It can be verbal or non-verbal. Verbal communication presupposes the use of language, sounds, speaking. Non-verbal communication is made through non-verbal channels. Gestures, body language, facial expressions, and much more. The non-verbal communication is the most relevant, with a percentage of 93 percent. Indeed, our brain receives the non-verbal signals straight away, as a first thing. (Yaffe, 2011)
There are some conceptual models explaining about communication processes. One of them is the Shannon-Weaver model, developed by Claude Elwood Shannon and Warren Weaver. It is also called linear model, for its clearness and simplicity. According to this model, the basic elements of communication are the sender (or encoder), who encodes the message, and the receiver (or decoder), who decodes the message. This message is sent through a channel (e.g. letter, call, face-to-face conversation, etc.). The receiver decodes the message interpreting it in meaningful information. The noise is any of the elements that can distort the message in some way. Finally, the feedback is the responding the receiver gives to the sender. It will be useful to the sender to know if the message was received and understood totally. (Mulder, 2019)


3. Berlo’s Model of Communication 
Berlo’s model was developed in 1960. It is called SMCR (Sender, Message, Channel, Receiver).  This model is basically an extension of the Shannon-Weaver’s one. He apported some significant additions to their theory, including the fact that there are some factors influencing the way the message is interpreted, such as culture, attitude and communication skills. Berlo’s model presents the communication in its easiest form. It is made of the four basic communication elements who are each influenced by the cited factors. To make sure that the sender and receiver will communicate effectively, they must share some common background. Communication skills play an important role in this. Also, culture, attitude and knowledge are fundamental. Anyways, not always the message transmission works smoothly. Various problems (noise) can obstruct the proper communication. (Janse, 2019)
In my personal experience, I had occasion to observe how this model works several times. For example, I noticed how it is difficult to communicate with my flatmates sometimes. One of them is from Kazakhstan, in Asia. He comes from a very strict political and social system, totally different than mine. Once, I was talking about how important is to have freedom of expression, and he felt touched by this topic in a very personal way. I tried to explain him that it was not meant to be a criticism to his culture, but only a general consideration. It took long time to let him understand my point of view, because in his country it is considered a shame to have any liberal ideas. This episode made me think a lot about how cultural and social factors can affect effective communication, and it was very productive.


4. Active Listening 
Active listening is an important communication skill. It consists in really and sincerely paying attention to someone as they are talking to you. (Apodaca, 2019) This ability is required to empathise in a deep way with the person you are talking with. To be a good active listener it is necessary to follow some useful advices:
· Use empathy. Put yourself into your interlocutor’s shoes. Obviously to do it in the best way it is important to pay attention to the words and body language used.
· Consider the feelings your interlocutor could have experimented in that situation, not only the facts. 
· Show interest by posing questions.
· Do not change topic introducing your personal experience and comparing it to the one of your interlocutor. 


I would say that my active listening skills are very good. This is a topic I set great store by. My opinion is that there are not enough listeners in this world nowadays. It is a quality I particularly appreciate, and I research in the others. Too many times I had the impression to be just heard and not listened in the real way by the others, people very close to me included. For my part, I can say that I am a natural active listener. I feel more satisfied when I listen than when I talk, and this makes it easier for me to do. At my workplace for example, I always have to deal with people having issues and diseases. Thanks to this, I had the possibility to further improve my active listening skills.


5. Assertiveness
Assertiveness is the ability to pursue what one wants, respecting the others and the situations around you. It means being able to communicate calmly and openly. It is very different than being aggressive, which implicate to have a loser and a winner from a certain situation and being disrespectful and inappropriate. (Harrison, 2016). An assertive person feels to be same as others; not more, not less. Some assertiveness tips are the following:
· Clearly ask for what you want 
· Communicate clearly and with respect
· Do not automatically assume that the others know what you want and need
· Establish right boundaries in your relationships
Being assertive is something fundamental to make communication working, and I would like to improve this skill because I recognize that sometimes I struggle with it. I find difficulties to communicate my needs sometimes, and I find myself in the situation to feel uncomfortable to express my needs. This thing is a limit in my interactions, and I am determined to learn how to be an assertive communicator. I know it will take time, patience and a hard work on myself, but it’s worth it.


6. Written Communication Skills
Written communication skills are fundamental for both workplace and university. It is important to know how to write in a formal way and to set a proper correspondence. At university it is important to prepare assignments and essays, which require a specific way to expose ideas and concepts. At the workplace it is vital when it comes to reply to formal e-mails or writing any formal letters
I am currently working in a hotel, and I can say it helped me a lot to improve this skill. I learnt how to write formal requests to customers, being aware of their privacy and safety as well. It is a highly required element in the written communication. Sometimes there are companies sending card details for their employees’ stay via fax. In this specific case, it is important to protect any sensitive content, safeguarding the guests’ privacy. 
In addition to this, I can say I practiced a lot during this course. Writing this assignment is also something extremely useful to hone my written communication abilities. We had some in-class exercises as well, which will be found attached to this report.
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7. Working with Conflict
Working in a team can bring to several issues and conflicts. When it happens, it is difficult to work in a productive way, because the atmosphere gets tense and the teamwork gets damaged. This is a serious issue, because teamwork is vital for the success of every organisation. As Zawaski says in his article on ‘Prime Mosaic Centre’ (2014), teamwork saves money. This is the reason why managers and employers are very interested about how employees work in team.


8. Improving Communication at the Workplace
The best way to solve the conflicts that may occur at the workplace is communicating. Talking about the problems is the first step to the solution. It is also very important to stay positive and try to find a good compromise to solve the situation. 
I have to admit that this is a sore subject for me, because I tend to take things personally even when I should not. For this reason, I found myself to be in conflict situations at the workplace more than once. For example, I had an argument with my colleague about one month ago about her way to talk to me in front of the customers. While we were checking in people at the hotel, she was nervous and very angry, showing impatience and intolerance to colleagues and customers. I took it in a very bad way, because I felt embarrassed in front of the guests. I decided to talk to her immediately, to solve the issue straight away and not creating stress and tension in the group. I tried to talk in a quiet way, to not make her feel attacked. She released tension and started to cry, admitting that she had a very bad day because of some personal problems. I have been listening to her, and then I explained to her why I felt offended about her behaviour. She apologised, and we solved the problem in a productive way. I think this is a good example of how a work conflict should be faced. 


9. Conclusion
This report was a way to reflect about all the things learnt in this module, and to summarise them. It is correct to say that improving our style of verbal and non-verbal communication is something important to improve our style of life. We live in a world made of people, and it is vital to know how to connect and interact with each other feelings and needs. The notions learnt in this module will be the first step to a new life, made of good assertive communication and renovated awareness.
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