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1. Introduction 
In this report I will discuss communication skills, methods and different models. How to use these to improve efficiency at the workplace.
This report will display understanding of communication models using case studies during lectures.
I will also discuss in my own workplace scenario, how communication skills and models effect the trade.
1.1. Communication 
Communication has been vital for humanity. Different techniques and methods have been used over time, starting with the use of symbols and drawings by early humans. Communication has since advanced to sounds and gestures as technology has improved; it has clearly had a huge importance in our development as a species. Communication connects people and places and allows for the exchange of thoughts and ideas. Despite the long history of communication, studies only began in the 20th century. 
1.2. Definition 
According to Nordquist, 2019  ‘’ Communication is the process of sending and receiving messages through verbal or nonverbal means, including speech or oral communication; writing  and graphical representations (such as infographics, maps and charts); and signs, signals, and behaviour.’’
It facilitates expression in a way that is easily and clearly understood.
1.3. Components 
Communication has 8 key components which are studied in communication theory. These are basic elements of any communication process and they are dependent on each other. 
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They include:
· Sender - Produces the message to be communicated
· Encoding - The subject of the message is theoretical and intangible; it needs to be converted into symbols and words to be passed on. 

· Channel - The medium to transmit the message from the source to the receiver

· Message - The information, communication or statement that is sent. 

· Decoding - The receiver tries converting the message to extract its meaning

· Receiver - The person who receives the message. 

· Feedback - the reaction of the receiver. A response to the message is sent, making of a two-way communication loop

· Noise - anything that interferes with the communication process. This can occur at any part of the process.


2. Communication Models
Models of communication create a visual representation of a particular communication encounter in order to help simplify it. Despite varying levels of detail, no model can recreate the experience of one moment of communication. However, they are still valuable because they allow us to more easily see steps in the process of communication and apply communication concepts. Gaining an understanding of how communication works means you can act with more intention in your own communication encounters. The three models of communication we will discuss are the Shannon-Weaver, Schramm, and Berlo.







2.1. Shannon-Weaver
In 1948, American scientists Shannon and Weaver co-published an article called ‘A Mathematical Theory of Communication’ later becoming known as the Shannon-Weaver model. It was designed particularly to develop effective communication between sender and receiver. They labelled factors that disturbed the communication process as ‘noise’. 
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Case study 
The Shannon-Weaver model of communication explains how Pedro misunderstood chicken with kitchen; Pedro was working in a building site where the environment was noisy. When Maria called him, she had a message (information source) ready to be transmitted by phone but due to noise interference with the channel Pedro was not able to understand the message at the destination. Appendix 1
Our online class communication context
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Our lecturer Timothy Hopkins sent messages as information sources, which were transmitted as verbal and nonverbal expressions, visual illustrations and text-based slides using the channel (Microsoft Teams). At the reception (decoder) there is a process running of actively listening to the verbal and nonverbal expressions, interpreting visual illustrations and reading text- based slides before the receiver (destination) - in this case the student - understands the message. During this process, the noise factor reflects data loss, latency, delay (demand on system) incompatible hardware and software (sender and receiver), environmental disruptions (locations of sender and receiver).
When Timothy delivered lectures using Microsoft Team many students did not understand what he was explaining. Sometimes there was disturbance with verbal communication and sometimes we could not see visual illustrations as the connection was lost - due to software or hardware disruption.
This online scenario clearly represents the Shannon- Weaver model of communication.
 My workplace 
I work in property investment and my job is to find customers from overseas who are interested to buy/invest in properties.
I once got a lead about a client from India, Mr. Patel, who was interested to buy a property in London. My senior manager told me that Mr Patel was currently on holiday, so his phone signal was not strong. Therefore, he requested to contact me later. He would be in his hotel room and would be able to use the hotel’s strong connection.
At first, I introduced myself and asked him what type of property and location he would be interested in. He told me he was interested in buying a two-bedroom flat.
I checked and told him we had one available.
Mr Patel asked to send pictures and other information, especially the size of the flat, through WhatsApp. He also asked me to call him back the next day.
I sent the information he asked for and called him. He told me that I had not sent him the size of the flat, which he had specifically requested. I apologised and explained that I had thought he has asked about the price of the flat, not the size.
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The Shannon-Weaver model represents my workplace situation as we were both connected by WhatsApp using internet connection. Due to a connection issue, Mr Patel’s voice was breaking up, so I misunderstood the word ‘size’ for ‘price’.
2.2. Schramm 
In 1954 Wilber Schramm proposed this model of communication. Moor, Dwyer 1994 said ‘’Schramm is the concept of overlapping field of experience between the sender and the receiver’’ Other communication models are linear in nature, this model is cyclical. This emphasises the idea that communication is a two-way street; at minimum there is a sender and a recipient. It suggests that the sender and receiver must encode and decode messages. Another feature of this cyclical model is intra-personal communication.
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Case Study
Using the Schramm’s model in the case of Maria and Pedro (Appendix 1) a misunderstanding could have been prevented. By receiving the message and interpreting the message, he could have asked for confirmation by asking her to repeat the message.
My Workplace
Richard is my colleague; his responsibility is to check every document before finalising the deal. One day he approached me with a file and left the file on the table and indicated that he would call me, as I was currently preoccupied with some emails. After a while, we had a call -  again I was busy sending some information to one of our clients – Richard said, “I left the file on your table everything is fine, I replied, “Could you repeat what you said? I thought I heard you say you wanted me to sign something” 
By asking to repeat what he said the Schramm’s model of communication is represented.
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2.3. Berlo
In 1960, David Berlo created the (SMCR) communication model, which was built from the Shannon-Weaver model. Narula, 2006 said ‘’Berlo suggested that message must have some effect positive or negative on the audience and that effect must be assessed through effect analysis’’ Berlo described factors affecting the individual elements in the communication process. The model also includes encoding and decoding that occurs before the sender sends the message and before the receiver receives the message.
The model has 4 main components: sender, message, channel and receiver. Each of these are affected by many factors.
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Case study
Berlo’s model of communication represents the case study of ‘’Barry and communication barriers’’ (Appendix 2). Barry failed to communicate with his employees – regarding  hygiene within the workplace. However, if Berlo’s model was implemented, consideration of his employee’s cultural background and communication skills could have been used to get the meesage through.

My workplace
Mr Raghav Gupta - a client of ours - was interested in buying a 1 bedroom flat. Speaking in broken enlgish, his comments were often difficult to understand. Initially, I had a phone call with him where we discussed location preferences. He said he wanted a place close to a bazaar. As such I was unable to understand his request. However, through the use of Berlo’s model I assessed the clients social background and communication skills. Therefore I got an Indian employee on the phone rather than proceeding with a possible misunderstanding.

3. Communication Skills 
Communication skills helps not only in professional but personal life as well.
Barnard,2018 said ‘’Communication skills are important for most jobs because they jelp you interact effectively with people you encounterat work,including  customers, potential clients and colleagues.’’
In a Business all matters are the outcome of communication. To understand effecively you must have good communicaiton skills 
Alternatively, poor communication skills cause frequent misunderstanding. Verbal, non verbal and listening skills are essential for effective communication.
3.1. Verbal 
Effective verbal communication skills include more than just talking. Verbal communication invloves the delivery and reception of messages. Communication is a soft skill that is important to every employer.Oral  communication  is  transfering  information from sender to receiver.  
Timothy Hopkins, our Lecturer, uses presentations to teach us through verbal/oral communication He engages students by reading slides and inviting them in discusson. There is always a quiz, class work or home work at the end.
Any written and documented communication  from the  sender  to  the  receiver  is  known  s  written communication. Emails, letters, memos, 
Classwork 
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3.2. Non Verbal 
Non Verbal Communication can be used to deliver messages whilst creating an impression on the audience. For example, by appearing more relaxed in your body language an posture – standing up straight with your hands by your side – you will appear more confident and authoratative. Entising people to listen. Your tone will also help to communicate effectively as this will help enthuse and persuade your audience
Another vital thing to consider is your para-verbal communication. This refers to the way in which something was said; effectively changing the meaning of the sentence. If someone were to give tasks loudly and abruptly, the receiver would assume that the task is urgent. However, if it were delivered in a gentle manner the receiver would interpret the message differently.
3.3. Listening
It is important to listen – especially in the workplace - as a miscommunication could be disastrous. 
Active listening is the process by which an individual gains information from another individual or group. It involves paying attention and not interrupting, therefore taking the time to understand what the speaker is discussing.
The Case Study of December is a prime example of the importance of active listening.
Appendix 6
Empathetic listening is paying attention to another person with empathy.The S.O.L.E.R method can help in becoming an active listener: Sit squarely; Open posture; Lean towards the other; Eye contact; Relax.
Proxemics is the study of our perception and structuring of interpersonal space; Kinesics refers to actions and positions of the body, head, and limbs. By paying attention to this it will be easier for the listener to interpret messages.

4. Conclusion
To conclude, this report shows how effective communication is important professionaly. Through the use of specific models of communication one can easily improve the efficiency of their workplace. However, these models are null and void if communication skills (verbal, non-verbal and listening) are not worked on.
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6. Appendices 
Appendix 1 
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Appendix 2
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Appendix 3
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Appendix 5
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Figure 2: Shannon Weaver model of communication|

(source: communicationtheory.org, 2020)
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Figure 3: online class context of Shannon and Weaver model of communication

(Source: screenshot from class lecture)
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My workplace communication context, ilustration by Shannon and Weaver model
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Figure 3: Schramm model of communication

(Source: researchgate.net,2020)
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My workplace communication context, illustration by Shannon and Weaver model

Richard Sidhu
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Figure 4 Berlo model of communication|

(Source: screenshots from clase work)
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The following refer to the above:
Formal Email Appendix 3
Informal Email Appendix 4

Letter to Marry Appendix 5
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MARIA 2nd PEDRO
Pedro works on bulding ste and Maria i i e,

One day Maria phoned pedro

“ello, Peco, when you' coming home,se f you ca get me a chcken.
Ok replied o

When he got home, Pedo ook of his baots and cos and went o the kicheh
i, where are you? e said

“Here— inthe sitting room, she said

When pedro went nto thesting room, iaria aid, Where i the chicken?”
Wt Chicken? Asked P

The ane  asked yau o get on your vay home.

O, nol I thought you said when | come home,  willsee you i th Kichen!

@ Why doyou think pedro miunderstood Viria?

s confused kitchen with chicken

@ Whose Model of Communiction explainsthis confusion and why?

R: The Shannon- Weaver Mathematical Model. because Pedro works in 2 building site and
‘when Maria called him, he was at work ~ in a noise environment. She had the information
Source (message) in place which was Transmitted by a phone signal. However, the channel
had issues of misunderstanding as the “noise source” had noise interference that caused
Pedro to misunderstand the message to destination.

Q: How could this have been prevented?
R: If Pedro had asked her to repeat or replied back what he understood
Q: Whose Model of Communication explains how it could have been avoided?

Using the Schramm's model of communication in this case could have prevented the
misunderstanding between them. By receiving the message and interpreting

the message, he could have referred for confirmation by asking her to repeat the message.
or repeat back for confirmation of information that was delivered to him.
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ind o that was not very iy, As he drssed, he reslzed thet he necded & irou
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Questos:
1. Whst re the commuricstion chalnges and bariers Bory faces?

A Due o sge diferance of e employees there s chanos of misunderstand both
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Formal Email

To: albert@yahoo.com

From: tmsidhu@svs.co.uk

Subject: Same day application

Dear Albert,

Thank you for your enquiry about our same day visa
service to visit china, unfortunately we are unable to
offer this service at this stage due COVID 19 situation.
All the embassies and high commissions are closed
during this pandemic situation, we are in touch with
Chinese consulate to get an update, as soon as they
resume their visa service back to normal, we will
inform you immediately.

1am glad you chose again same day visa services Ltd as
your first choice to process your application for visit

visa to china,
we promise to provide you the best and quality
services.

Yours sincerely

T™ Sidhu

Manager China Visa Section

SVS Itd Coombe lane London SW19 0DF
Email: tmsidhu@svs.co.uk

Tel: 020 7200 8000
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[nformal Email
To: tony@gmail.com

From: sidhu@aol.com
Subject: Edwin’s Book

Hello tony,
Ihope you are doing well, | met Edwin on Saturday at
the airport as he is flying to New York for six months

and yes, he gave his newly published book “happy
moment:

lockdown””.

Iknow you are desperate to read his book, but | am
halfway down so let me finish first and | promise | will
courier you soon | finish.

Take care

sidhu
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[pear Mary,

1 would like to inform you that we are run
r

ga
g course for all our

communication sl
supervisor staff .course will commence on 1%
September 2020 and will give you the opportunity to
update your communication skills.

You are very professional and dedicated employee of
our company and have lot of potential to progress
therefore | recommend you participate in this course
and learn new verbal and non-verbal communication
skills.

Wishing you best of luck and looking forward for your
application.

Yours Sincerely,

Communication Director
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Step back and reflect
Q1: what went wrong

When her new manager telling her about the responsibilities for new hire she was not
listening properly.

Q2: what role a listening play.
Due to poor listening she lost her job.

Q3: What is the ethical consideration?

She must listen to her manager

Keep distance between her work and personal relations

Request her manager for help than finding the way to cheat.

Q4: What critical listening strategies can Jennifer employ her in the workplace.
A: avoid any kind of distraction

B: pay attention what her manger said

C: giving feedback after listening her manger
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Figure 1: components of communication

(Source: courses.lumenlearning.com)
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