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[bookmark: _Toc70625906]INTRODUCTION
Communication is an essential process in everyday life, to achieve goals and establish relationships. It is an equally important element in the working world; in fact, having good communication skills in the workplace ensures professionalism and leaves less space for misunderstandings. Knowing how to communicate effectively helps to gain the trust of customers and colleagues. To become a skilled communicator, first of all you need to know the fundamental elements of the communication process and be aware of their importance; knowing them also helps to identify problems that can occur if you do not pay the right attention.											

[bookmark: _Toc70625907]Definition of communication		
Communication is the process in which an exchange of information, thoughts and emotions takes place between one or more people through verbal and non-verbal channels.
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The figure above is a simple representation of the communication process.
The sender is the one who has an idea, an information and shares it through an encoding process, that is, by selecting characters and composing a message.

The message is the result of the sender's encryption. It can be presented in verbal or non-verbal form. It can be broadcasted through various channels such as a voice call, a face-to-face conversation, email and so on.
The receiver is the one who receives the message and returns a feedback to the sender who has the ability to understand if the message has been received and understood. (Lunenburg, 2010).
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Shannon and Weaver’s model
The first model to be introduced was Shannon and Weaver’s in 1948 and still today it is taken as a reference in the academic field. It is defined as the “mother of all models”, because all the most modern and detailed versions are developed from here. Formulated by a scientist and a mathematician, the model is quite technical compared to others. (Businesstopia,2018)

The main elements that characterize it are:

1. INFORMATION SOURCE: represents the sender, the person who wants to communicate a message. 

2. TRANSMITTER (encoding): this is the process that allows the processing of the message. The sender makes the concept communicable through the use of symbols, words, images and sounds. (Fripp, n.d)

3. CHANNEL- NOISE: To deliver the message, the sender chooses a written, oral or electronic transmission channel. The transmission phase can be hindered by interference in the channels such as background noise, connection problems or other problems that distract the reception of the message. 

4. RECIEVER (decoding): it is the element that describes how the recipient interprets the message and transforms it into a thought.

5. DESTINATION: person or more people to whom the message is directed.





Strengths and criticism
The strength of this model is its simplicity which has made it very popular. (Chandler, 1994)
Being a model formulated several years ago, it receives a lot of criticism caused by the evolution of technology and communication today.
It has a very linear and technical structure as it was initially conceived in a telephone communication context. For this reason, the criticisms concern above all the fact that the model does not fall within the human nature of communicating, omitting more abstract elements such as emotions. Another weakness is the lack of the Feedback element which, not being mentioned, describes the model as unidirectional because without the feedback the sender does not have a confirmation as to whether the message has been received and understood. (Wallace,2019)



[bookmark: _Toc70625910]Shramm’s Model 
Wilber Shramm's model dates back to 1954, taking inspiration from the work of Shannon and Weaver.
Shramm describes communication as a continuous circular process so it does not differentiate the role of sender and receiver.
Both parties carry out the same process: the sender encodes the message he wants to express; the receiver processes the message and becomes the sender by encoding a "FEEDBACK" message to his interlocutor who is in the position of receiver.
A new element is taken into consideration: interpreting.
After decoding the message, the person interprets it in his own way, based on his background and knowledge.
This model highlights three elements that Shramm considers essential in communication: encoding, decoding and feedback. (Wrench et al, 2020).

· CODING and DECODING: if you do not pay particular attention to these two aspects, it is impossible to get the correct information to flow between the sender and the receiver.

· FEEDBACK: element that determines continuous communication in two directions. This is the key point of Shramm's model, which argues that without it, communication is useless and ineffective.


Strengths and criticism   
Shramm's model was highly appreciated for showing the most natural and human two-way communication process thanks to the FEEDBACK element.
However, this process was also subject to criticism. it is not adaptable in all situations. For example, being a model that represents more than one dialogue, it does not work with mass communication. (Drew, n.d). 
Another disadvantage is that it does not mention the noise element which could compromise the effectiveness of communication.


[bookmark: _Toc70625911]Berlo’s model 
David Berlo in 1960 formulated his communication model inspired by Shannon and Weaver’s. It focuses on four main elements which are in turn influenced by other factors:

· SOURCE: communication skills can affect the way in which the message is transmitted; different attitudes that give different effects to the message; common knowledge; values, rules, common beliefs and cultural differences. 

· MESSAGE: content, non-verbal elements, way in which the message is structured.

· CHANNEL: five human senses

· RECEIVER: it is influenced by the same factors by which the sender is influenced. The model argues that in order to achieve effective communication these factors must be synchronized between the two parties or be partly similar.


Strengths and criticism
It places importance on the elements of encoding and decoding. It is the first that takes into consideration more personal and individual factors.
Also in this model there is no talk of noise and feedback. The process is linear and therefore two-way communication is not created. (Businesstopia, 2018).






Case study:
Pedro is working in a construction site when he receives a phone call from his wife Maria who says: "see if you can get me a chicken when you’re coming home". Pedro: “OKAY”.
When Pedro comes home he goes to the kitchen. When his wife asks for the chicken, Pedro reveals he understood he had to go to the kitchen when he returned.

This is a clear example of how counter-productive it is not to pay attention to the noise and feedback element, such as Berlo's model.
The conversation took place by telephone; the message may have been misinterpreted due to the noises coming from the environment in which Pedro works. As the Shannon and Weaver’s model shows, noise can interfere with the reception of the message. Lack of feedback also made the conversation ineffective. Pedro could have asked for confirmation if what he understood was correct given the noisy environment.
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COMMUNICATION SKILLS

Communication can take place in three different forms. According to Albert Mehrabian (1967, quoted in Amsel, 2019, p. 96) 7% of the content of the message is attributed to the words used, 38% to a para verbal factor and 55% to non-verbal communication. Thanks to this data, we can see the importance and weight that body language plays in communication.

[bookmark: _Toc70625913]VERBAL COMMUNICATION: refers to everything we communicate through the use of the spoken or written word.

[bookmark: _Toc70625914]PARAVERBAL COMMUNICATION: includes factors hidden behind the tone and rhythm of the voice. However, it is considered a type of non-verbal communication. (Bajracharya,2018)

[bookmark: _Toc70625915]NON-VERBAL COMMUNICATION: refers to everything that we can communicate without using words or symbols. This type of communication can be conscious or unconscious. A message can be conveyed with a simple style of dress, gestures, expressions and involuntary body reactions. This method of communication allows you to perceive emotions and moods. It counts much more than just words as the language of our body is more spontaneous and truthful and indicates what we really want to express.
(Amsel,2019)



EXAMPLE FROM MY WORKPLACE: 
I am an employee in a beauty centre. In addition to carrying out beauty treatments, I am in close contact with customers every day and constantly involved in communication processes: managing appointments, requests and complaints; my team is made up of two other girls of different cultures and origins from mine. 

Personally, I deal more with the execution of massages, in which non-verbal language is essential. Since I started this profession I have learned to read and understand the body's reaction to certain stimuli. During the session I observe a lot if there are muscles that stiffen under certain pressures, the position of the hands and feet which indicates whether the client is relaxed; the expression on the face is another indicator, which can appear relaxed, with a slight smile or parted lips or on the contrary a curled forehead, continuous lip movements and much more.
[bookmark: _Toc70625916]LISTENING
In order to achieve effective communication, the recipient must develop an important skill: Listening.
Often people try to formulate an opinion on everything and share it thinking they demonstrate character and personality. This leads to a society where people talk a lot and listen little. 
On the contrary, staying silent and listening unconditionally and completely to the source makes a strong contribution to the conversation and makes the interlocutor feel accepted and more relaxed. Really listening is not easy; in fact, many times it may seem like we are listening to a person but in reality, our inner voice begins to speak and prepare an answer. (Nabben, 2013, pp 62-64).

Listening means being able to understand verbal and non-verbal signals.
Poor listening skills can compromise professionalism, efficiency and performance in the workplace.

 Factors that compromise listening:
 
· External and internal noises:
External noises are those coming from the surrounding environment. People talking during a conversation, telephone rings, traffic noise if you are outdoors and other distractions.
Internal noises are personal thoughts that disturb and reduce concentration.
· Difficulty in understanding the message due to the use of terms that are not common to both parties. 
· Excessive information, too many details that mislead concentration.
· Prejudices regarding a person or a topic could limit the ability to listen or even refuse it.
     (Maund, 2017). 








EXAMPLE FROM MY WORKPLACE:

Often in the salon we encounter problems of communication and understanding, with customers and between the team itself. 
Personally, I found it difficult with language barriers; not speaking English well, I found myself having difficulty understanding tasks that I had to perform and certain requests from customers.

I want to report an example that demonstrates how ineffective communication is when the concepts are not common for both parties and there is no common basis. Last December, two days before the salons closed due to the national lockdown, we were very busy at work. The weather was quite nervous. A customer showed up having booked a manicure and pedicure service the day before by phone. The girl had never gone to the beautician before. When I arrived at the salon I started providing her with the service and only at the end of the treatment did she complain that the result was not what she wanted. He thought that the treatment included nail extensions. There was probably a misunderstanding on the day she booked the treatment given that the individual services have a specific professional name and the girl was not given more details about it. It was an episode that occurred due to the high tension of those days and essential information was left out in this case.
My team and the girl didn't have the same common concept; while for us it is daily bread, for her it was the first experience and she needed a simpler explanation to make the conversation more understandable and effective.
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HEARING

Many people confuse the ability to listen with that of hearing.
Hearing is the human ability to pick up sounds.
Let's look at three types of listening:

INFORMATIONAL: Occurs when we hear content aimed at acquiring content that indicates our tasks.

CRITICAL: occurs when we have to evaluate the pros and cons of different information that has been provided to us.

EMPATHETIC: is the ability to hear and understand the other person's point of view, without judgment and criticism. It requires empathy, putting yourself in the shoes of others to create a trusted and favourable environment.
It is a very important feature to develop in the workplace because in this way we are able to better manage the customer and at the same time create a bond of trust and respect. (Maund, 2017). 



One of the strengths about our salon is empath listening. We care a lot about the well-being of our customers, and in every situation, we try to put ourselves in their shoes and understand them. Especially when conflicts arise, I notice that a calm and empathetic attitude helps to calm the situation.

[bookmark: _Toc70625918]
CONCLUSION
Communication is an information exchange process that must be optimized in the best possible way in a workplace, to be professional and always clear about the message you want to communicate. To optimize the process, it is good to be aware of the essential elements that make it up and recognize the importance of non-verbal communication and the ability to listen in a dialogue. 
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