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[bookmark: _Toc80394687]Introduction
The purpose of communication is to share information from one end to another accurately & utilizing different models of communication can help to improve the success of effective communication. This report is based on Maria and Pedro's case study and it firstly discusses different models of communication like Shannon and Weaver's model of communication, Schramm's model of communication, & Berlo's model of communication. Then it illustrates different communication skills like verbal, nonverbal, & listening skills. Additionally, it suggests different tools like S.O.L.E.R. & proxemics can be used for effective communication. Lastly, it suggests why the miscommunication happened in the case study and how it could have been avoided by analysing different communication models (McQuail et al, 2015). 

An overview of MARIA and PEDRO Case Study
Maria & Pedro case study is a case study about miscommunication where Pedro works in a building site & he receives a call from his wife, Maria. During the phone call, Maria asked Pedro to get her a chicken when he gets back home. Pedro agreed and when he reached home, he took off his coat and went straight into the kitchen looking for his wife. He was searching for his wife in the kitchen but she was waiting for him in the sitting room expecting him to bring a chicken. 
So, she asked where the chicken was and Pedro had no clue what his wife was talking about. When Maria explained that she was expecting the chicken she talked about during the phone call and then Pedro realized that she didn't actually say that she would see him in the kitchen when he comes home, rather she asked him to bring a chicken. He misunderstood the word "chicken" for "kitchen". The report relates well with the case study as it is about effective team working and communication. 

[bookmark: _Toc80394688]Section 2- Models of communication
[bookmark: _Toc80394689]Shannon and Weaver (1948) Models of communication
This model of communication suggests that human communication has 6 differentiated concepts including sender, encoder, channel, noise, decoder, & receiver. This model can answer the question of how messages are lost, mixed up, misinterpreted, or distorted during the communication process. According to this model, the sender sends a message through a channel to the receiver where the message is firstly encoded by an encoder & interrupted by noise on the way to be decoded by the receiver. The noise can be internal which is either a mistake of the sender or the receiver at the point of encoding or decoding. Or it can be external noise at the point of transmission through the channel (Koptseva et al, 2015). 
[image: Shannon and Weaver Model of Communication |]
Figure: Shannon and Weaver's models of communication (Al-Fedaghi, 2012)
In the case of Maria and Pedro, Maria and Pedro were the Sender and receiver & they used their phones as encoder and decoder but Pedro heard "Kitchen" when Maria actually said chicken. Their misunderstanding and miscommunication can be explained with Shannon and Weaver's models of communication with the concept of noise. As Pedro works in a building site, there can be external noise & Pedro might have difficulty listening to Maria properly which caused the miscommunication (Eadie et al, 2013).
[bookmark: _Toc80394690][bookmark: _Hlk80380302]Schramm (1954) Models of communication
This model suggests that communication is a two-way process where both parties at the end of the communication channel take turns to be receiver, sender, and interpreter and every communication requires three elements- the source, the message, and the destination. Information is required to be put into words and conveyed for effective communication & this model explains how communication between two parties works when they simultaneously exchange messages. Communication can only be effective between two people when encoding and decoding are done properly as information can never flow without these factors (Koptseva et al, 2015). 
[image: OSGOOD- SCHRAMM MODEL OF COMMUNICATION]
Figure: Schramm (1954) Models of communication (Kuznar et al, 2020)
In the case of Maria and Pedro, they are exchanging information simultaneously when they are on the phone. But instead of bringing a chicken, Pedro walked straight into the kitchen as he heard "Kitchen" instead of Chicken. Here, a miscommunication happened & the reason behind the miscommunication might be not encoding or decoding properly (McQuail et al, 2015). 


[bookmark: _Toc80394691][bookmark: _Hlk80386134]Berlo (1960/64) model of communication
This model is also called Berlo's SMCR model of communication and rightly so as SMCR stands for the sender, message, channel, & receiver. The effectiveness of the communication process depends on the sender and the receiver's communication skills like reading, listening, and speaking skills, their attitude, knowledge, social system, and their cultural background (Oyero, 2010). 
According to the model, the message needs to reflect the source's intention accurately and the content, element, treatment, structure, & code of the message must be appropriate for effective communication. Additionally, the channel needs to carry the senses of the sender properly. Ineffective communication may occur when there's a loss or distortion because of the full intention of the message not being clear or when the noise occurs (Kuznar et al, 2020).
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Figure: Berlo (1960/64) model of communication (Koptseva et al, 2015)
In the case of Maria & Pedro, a miscommunication happened where Pedro heard "Kitchen" but Maria said "Chicken". Here, the speaking skill of Maria & the listening skills of Pedro can be questioned as lack of one of those skills might have caused the miscommunication. Additionally, Maria didn't elaborate on bringing the chicken and so the source's intention may not have reflected properly in the message (Elleström, 2018). 
[bookmark: _Toc80394692]Section 3: Communication skills
[bookmark: _Toc80394693]Verbal communication
Verbal communication refers to people's use of words to express their minds or share any information both in terms of spoken communication and written communication. There's great emphasis on the use of the word both orally and non-orally in verbal communication and this type of communication occurs in many different contexts like group meetings, training sessions, presentations, one-on-one discussions, interviews, etc (Key, 2011). 
[image: Introduction of verbal communication]
Figure: Verbal Communication (McDuffie, 2021)
For example, in the case of Maria & Pedro, their phone call was largely verbal communication without enough elaboration about chicken from Maria's end. If Maria elaborated on that, the miscommunication may not have happened as in the absence of nonverbal communication, elaboration and visualization of words can ensure effective communication (Burgoon et al, 2016). 

[bookmark: _Toc80394694]Non-verbal communication
Non-verbal communication refers to the transmission of one's messages through non-verbal platforms like gesture posture, body language, facial expression, eye contact, tone of voice, appearance, touch, loudness, personal space, etc. The non-verbal cues can give a clue about the speaker's emotional state like he or she can be happy, sad, angry, or afraid. The sender and receiver continuously keep giving and receiving wordless signals even when they are verbally communicating and their non-verbal communication can send stronger messages than their verbal communication (Key, 2011). 
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Figure: Non-verbal communication (Burgoon et al, 2016)
For example in the case of Maria and Pedro, they were communicating through the telephone which was blocking many of their non-verbal cues as only the tone of the voice was being transmitted through the phone. If other nonverbal signals were being communicated, the misinterpretation could have been avoided (Hans et al, 2015). 

[bookmark: _Toc80394695]Listening skills
Listening skill is the ability of the receiver to receive & interpret messages and signals from the sender during communication. It's necessary for effective communication as without the receiver having necessary listening skills, messages can be easily misunderstood or misinterpreted & make the effort of the sender go in vain which can frustrate both parties. Active and empathetic listening can ensure effective communication (Sharma, 2011). 
According to Maria & Pedro's case study, Pedro misheard Maria's word "Chicken" for the kitchen, which caused the miscommunication. This miscommunication might have happened due to Pedro's lack of active listening. Pedro may need to improve his listening skills to minimize future miscommunication (Nemec et al, 2017). 

[bookmark: _Toc80394696]Tools and approaches that can link and support these skills 
S.O.L.E.R
S.O.L.E.R stands for square up, open posture, lean in slightly, eye contact, and responding respectfully & it's a great tool to remind everyone about the hacks of great communication skills. The learnings from this tool can be used to improve nonverbal communication which will improve the overall communication (Hans et al, 2015). 
Proxemics/Kinesics
When the sender and receiver both are present in front of each other during the communication process their physical distance matter as for their non-verbal communication and proxemics refer to this physical distance. The proxemics can be different from culture to culture as different distances are considered intimate, personal, social, or public & which can affect communication (Yang et al, 2012). 


[bookmark: _Toc80394697]Referring to MARIA and PEDRO Case Study 
[bookmark: _Toc80394698]Why do you think Pedro misunderstood Maria?
I think Pedro misunderstood Maria for multiple reasons & the reasons are there were external noises and Pedro wasn't an active listener during the phone call. Pedro works on a building site and so it's very likely that there's a lot of external noise and as he was working when he received the call there might have been some internal noise as well due to the distraction of his work. Additionally, Pedro mistook Chicken for "Kitchen" which implies that he wasn't an active listener (Oyero, 2010).
[bookmark: _Toc80394699]Whose Model of Communication explains this confusion and why? 
I think Shannon and Weaver's model of communication can explain the confusion that was caused during the phone call of Maria & Pedro. This model considers all 6 concepts of communication including the noise factor which is likely to be the reason behind their miscommunication. This model answers the question of how messages get distorted and misinterpreted and internal or external noise factors to explain the reason for the distortion in the miscommunication of the case study. Pedro may have misheard Maria due to external noise in the working site & there might have been strong internal noise due to Pedro getting distracted in the middle of his work (Burgoon et al, 2016).
[bookmark: _Toc80394700]How could this have been prevented?
This miscommunication between Maria and Pedro could have been avoided if Maria called Pedro in a time when he is least likely to be distracted or he's supposed to be at a place where there's a lot less external noise. It could also be avoided if the communication skill of both Maria & Pedro improved & with the improvement of their speaking and listening skills, Maria would elaborate more on chicken so that Pedro doesn't misunderstand & Pedro would actively listen so that the message doesn't get distorted. If the full intention of the message was reflected appropriately & elaborately, this miscommunication could have been avoided (Kuznar et al, 2020).
[bookmark: _Toc80394701]Whose Model of Communication explains how it could have been avoided? 
Berlo's communication model can be used to explain how the miscommunication could have been avoided. This model illustrates how the role of the sender, message, channel, & receiver should be to improve the effectiveness of communication. This model suggests that the communication skills like reading, listening, & speaking skills of the sender and receiver should be improved for effective communication. It also suggests that the messages should be able to reflect the source's intention & that's where Maria's message has shortcomings as she didn't elaborate enough about chicken that her intention is reflected accurately in her message. 
According to the case study, Pedro agreed and when he reached home, he took off his coat and went straight into the kitchen looking for his wife. He was searching for his wife in the kitchen but she was waiting for him in the sitting room expecting him to bring a chicken. So, she asked where the chicken was and Pedro had no clue what his wife was talking about. When Maria explained that she was expecting the chicken she talked about during the phone call and then Pedro realized that she didn't actually say that she would see him in the kitchen when he comes home, rather she asked him to bring a chicken. He misunderstood the word "chicken" for "kitchen". The message got distorted as the full intention of the message wasn't clear & Berlo's communication model suggests the way the miscommunication could have been avoided (Koptseva et al, 2015). 


[bookmark: _Toc80394702]Conclusion
Effective communication depends on both the sender and the receiver's communication skills firstly and additionally the channel, encoder, decoder, & noise have a role to play as well. Minimizing both the internal and external noise & maximizing the reflection of the source's intention accurately can ensure effective communication. Proper elaboration where it is required, appropriate utilization of nonverbal communication, & active listening can help to make the communication process more efficient. The communicators can consider S.O.L.E.R & proxemics while delivering their information and increase the effectiveness of communication (Yang et al, 2012). 
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