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Introduction
The aim of this report is to explain what communication is, focus on its importance, adapt the models of communications to the case study and refer them to a secondary case from the workplace. Another aim of this report is to speak about Communication Skills such as verbal, written, non-verbal and listening. Communication is the way of transmitting a message to a person by sharing thoughts, ideas, or opinions. All those actions are followed by emotions, feelings and they can be shared via media, which is the internet, social network, phone, or television.
Types of Communication
There are four most important ways that help people communicate and each of them plays its essential role when it comes about everyday activities:
· Written
· Verbal
· Non-verbal
· Listening
Written communication can be formal and informal. The difference between them is to know who you want to write to and what the person represents, whether it is a friend or the manager. The right approach and the appropriate language can lead to successful communication. 
To develop good verbal communication skills, we need to have the appropriate words, tone, and language so that the audience can clearly understand the message we are trying to send. To master writing skills, it is essential to follow some basic but very important rules: 
Following the above stated rules will help to master the skills and become more professional and create good impression to the audience.
Non-verbal Communication represents the gestures, smile, or signs when no words are necessary or when individuals do not wish to use verbal communication. It gives the possibility to understand how the person is felling during the conversation and the body language can show what they are thinking or wish to show their initiative in speaking. As a decoder, the individual can understand the answer given by nodding the head and this can be ‘’Yes’’ as an answer to a question. Using body language may also mean that the person has the intention to continue the idea started and follow up with feedback by ‘’clapping hands’’ for example. (Indeed Editorial Team, 2021)
The case study ‘’A Day with the Chief’’ showed several examples of non-verbal communication between Mrs. Brown and Mark. During the conversation, Mrs. Brown was using body language so that Mark could understand her interest, he should not have felt so comfortable and speak about his supervisor and his attitude towards the job. The communicative factors Mrs. Brown was using, had led to changes in Mark’s behaviour and professionalism. There is a probability that Mark has not evaluated the context as he was not the person using so much the verbal communicative skills. The difference between verbal and non-verbal communication is that people use expressions to send a message. For instance, using head movements, facial expressions, tone, body language or eye contact creates the communication between people. (Journal of Business Communication ,1989).
Listening does not mean just hearing but it also represents the ability to concentrate and get involved into the conversation so that the interlocutor can feel your presence. Weavers (1972) considers that listening is one of the most important forms of communication and people spend most of the time listening. He defined listening as ‘’a selection and retention of orally received data’’.
Considering the study case ‘’MAX the MULTITASKER’’, we could observe some negative aspects of his listening skills. Although he was very good at planning and organising, he was not able to remember all the details and presented lack of professionalism. Attention to details is one of the most essential quality a person must have while doing a job, especially when it involves working with different people. Instead of finishing the conversation with the client and then speak to Tamara, he chose to stay on both lines, not concentrating enough on what Tamara was trying to say and rushing with the answer so that later to receive unexpected calls with complaints from the customer. 
He could have written in his diary by using bullet points, important dates, and some other notes so that he could easily remember the details about the customer, the reason she postponed the event and possible solutions to manage everything on time even though he did not have a responsible person to help with all clients. As a result, despite all his effort to make Tamara satisfied by suggesting a free of charge organization of the event, he could not receive positive feedback because the customer could not trust him anymore. 
Another example, at my workplace, where my colleague is always in a rush of doing something and does not pay attention to what we are saying, she finds hard to remember what her responsibilities for that specific day were. For instance, we explained to her what she could to improve her listening abilities, and to offer our team support, we thought about leaving notes on the desk with written names on the paper so that each of us can know their duties and nobody feels anxious during the day. From that day, she was following each point from the list and engaged with all responsibilities.

Models of Communication
In 1948 the mathematician Shannon and the scientist Weaver developed a model, also called ‘’mother of all models’’ which describes the communication working process using technology. 
Their proposed structure is the following:

Information         Transmitter             Channel              Receiver              Destination
                  
                message               Signal                received signal                message

                                                          Noise
The structure shows how effective is the communication between the sender and the receiver. The Noise concept is of a major importance as it can create lack in hearing and understanding the transmitter and in this way the destination of the message can cause delays. For making the communication more effective, it was considered the study case ‘’Maria and Pedro’’. Pedro could have made sure that there was no background noise so that he could be able to listen to his wife, or eventually ask Maria to repeat once again what he should buy. Being attentive to details and concentrate while the person is saying something, can lead to understanding the other person’s needs and effective communicative approach.
Schramm’s Model of Communication has been proposed in 1954. He argued that encoding and decoding are two most important factors of an effective communication without which the information would not be processed between two individuals. According to Schramm (1954) an effective communication is considered incomplete without receiving feedback from the recipient. 
The proposed structure is the following:
Sender             Encoder             Signal                     Decoder                     Receiver
                                                    
                                                    Noise
[bookmark: _Hlk91694567]                                               Feedback                                    
In this model, Encoding plays an essential role because it starts a conversation by changing the thoughts into content. When the information is reached by the recipient it is important that this information is clearly understood and decoded. According to Schramm (1954) coding and decoding represent an important process to make a conversation essential. When a person receives a message and is well heard, it can be successfully transferred to signal and sent to the receiver so that the receiver can give a feedback to the sender and both individuals understand each other’s ideas, questions, context, or information.
In 1960, David Berlo suggested his version of Shannon Weaver’s Model on how communication can become more efficient. It consists of four components: Sender, Message, Channel, and Receiver, each of them being followed by other factors.

            Encodes                                                    Decodes

Source                Message                  Channel                       Receiver

Following the case study and linking it to Berlo’s model of Communication, ‘’The Professor and The Village’’, the Professor did not show the appropriate communication skills so that the village could understand his message and then offer their help. Both the people in the village and the professor come from different cultural background and everyone has its own interpretation according to their knowledge. In this case the professor could have used a simpler vocabulary and be more specific to what was happening and that he really needed help by saying ‘’My house is on fire, please Help!’’, instead he said ‘’The edifice is being consumed by a great conflagration!’’. The structure of the message was missing and caused ignorance from the village. The village, as the ‘RECEIVER’ showed the attitude which the professor showed them the whole time before the incident.
The SMCR model represents the encoding message from a channel to a receiver who decodes the message, each component being affected by many factors. Such factors as skills, details, senses (smell, taste, hearing) and knowledge can contribute to failure into receiving the message and acting on what has been told. 
Workplace example
At my workplace, there is my colleague, a Chinese speaker with basic English knowledge that while speaking she is using other words than needed. There are many elements missing in her message and us, as a channel, have difficulties in hearing and understanding because she also speaks quietly, and this is something specific to her culture and background. As feedback, we share with her tips on how to improve her English and encourage her to be more confident.
Conclusion
All types of communication have its own importance because it helps us to transmit a message and eventually receive feedback from the person that listens to us, reads our message, email, or letter. It’s important to know and understand all types of communication so that you can learn to use them effectively and become a great communicator. By building trust to customers, means that we managed to offer the best listening and verbal communication skills.
Coherence is essential while communicating something to someone. By knowing the person, an individual can find the easiest way to send a message so that the receiver can clearly understand and act according to the aim of the message. However, feedback is important as shown in Schramm’s Model, where the sender receiver should contact the sender to make sure that the message received is what was sent.
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identify and understand  the audience's needs


create an outline (helps to structure own thoughts)


use simple words


shorten the sentences (use headings, sub-headings, bullet points)


practice proofreading
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