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1. [bookmark: _Toc39520364]Introduction

In this assignment I will present and analyse the subject of communication and the different studies related to it. This will include defining communication from different viewpoints, assessing the importance of communication and an exploration of the different types, models and applications of communication.
2. [bookmark: _Toc39520365]Definition of communication

Communication has been defined by academics and theorists in a variety of ways.

According to Leland Brown, “communication is the transmission and interchange of facts, ideas, feelings or course of action”. (Brown, 1982)
We express information, feelings or our understanding about a topic through speech or emotions to people with an expectation to obtain a response or feedback from the other person. This has been the general definition of communication of many theorists and authors including Leland Brown.

The theorist James Carey defined communication as “a symbolic process whereby reality is produced, maintained, repaired and transformed”. (Carey, 1989)

Carey also discussed the transmission and ritual views of communication, where the transmission view explains communication as sharing information between people in different or the same places, whereas the ritual view explains communication as a reflection of beliefs within a culture or social group. (Carey, 2009)
3. [bookmark: _Toc39520366]Importance of communication

In my opinion communication is a vital requirement in life. It is a skill that is developed over time as we grow. We may need this skill for personal life or in professional life. 
Professionally, communication is the key to good performance within an organisation. Gizir and Simsek mention that, 
“Communication has an important role in organisational processes by increasing agreement on organisational ideas, norms, values, behaviours, and goals”. (Gizir & Simsek, 2005)
It also helps build and maintain strong relationships at all levels of an organization. Companies that usually achieve strong employer-employee relationships encourage communication through regular meetings, email exchange and discussions of tasks. This enables greater productivity by improving organisations decision making abilities, improving employee confidence and encouraging employees to gain greater trust in their employers and vice versa, as explained by Michael Page. (Page, n.d.)
Communication is also useful in private and social life. At home, school or with friends, communication can help a person understand other people or a topic, react to situations and build relationships. 
Communication can also reflect our personality, through our views, actions, emotions and perspectives on different topics in everyday life.
4. [bookmark: _Toc39520367]Importance of effective communication

In professional life, how effectively we communicate can impact whether we are successful within an organisation with our colleagues and with customers who are outside our organisation.
For example, if you are a sales assistant, how well you communicate to sell a product can have a large impact on the success of the sale. Effective communication is therefore important to make a clear and convincing argument or discussion about a topic to a target audience and be able to clearly answer any questions from customers.
Effective communication is also important at all levels of an organisation. It can lead to stronger employee-manager relationships, increased management trust by employees and increased employee productivity.
“When managers are effective communicators, they are more able to inform staff adequately of their responsibilities and what is expected from them.” (Hutton, 2014)
Effective communication can help avoid confusion and misunderstanding not only in professional life but also in social and personal life. We can change the way we communicate based on our choice of words and tone keeping in mind our target audience to avoid confusion and to get the message across. Using complicated words as a teacher and not clarifying doubts to a student who has started an advanced course, for example, would only create confusion and misunderstanding and is not effective communication. (Juneja, n.d.)

5. [bookmark: _Toc39520368]Methods of communication

Verbal communication: This can be oral communication and takes place when people speak to each other in conversations with or without visual contact of the other person. This can be speaking face to face or a telephone conversation for example.
Non-verbal communication: This is communication that is not based on speaking between people. It is communication through our facial expressions or hand movements. We can understand that a person is happy if they are smiling and have a friendly, welcoming facial expression.
Visual or written communication: is communication in the form of written documents, emails, letters and instant messages for example. 

In this case we do not receive information through speech from another person but through a medium or through objects. 

6. [bookmark: _Toc39520369]Theories of communication

6.1 Shannon-Weaver model of communication
This model explains methods of sending and receiving messages in a linear way. It also covers the step wise path between sending a message and receiving it and how a message can be misunderstood or misinterpreted during the process of communication. 
As Shannon explains in his article, 
“The fundamental problem of communication is that of reproducing a message sent from one point, either exactly or approximately, to another point.” (Shannon, 1948)
Shannon and Weaver attempted to understand how communication becomes misinterpreted or unclear using this model.
The communication process according to this model begins with the sender. The sender can be a person or even an object and has the information. The sender begins the process by deciding to send a message, who to send the message to and through what method to send the message. If the sender is a person then the message can be sent by speaking or by writing the message in an email.
The encoder or transmitter comes next. This is someone or something that changes the information in the message into a signal so that it can be transferred from the sender to a receiver.
An encoder could be a person or an object. Objects such as telephones and computers can convert a message into signals using radio waves or binary digits for example. 
A telephone can convert the message in someone’s voice to binary numbers (1 and 0) so it can be sent through the telephone line to a receiver.
A person can encode information by converting an idea into words through speaking. A sender encodes the ideas in his mind by speaking to someone.
The next component in Shannon and Weavers model is the channel. The channel is the system or method by which the information in the message moves from the sender and transmitter to a receiver.
If a sender communicates information using email, a computer is the encoder and the channel for the email message will be the internet.
Decoding can be the opposite of encoding. For example, if a telephone converts our voice to binary numbers then the decoder converts the binary numbers back to voice or sound so that it can be understood by the receiver.
The receiver is the final step in Shannon and Weavers model. The receiver is the person that listens and understands the decoded message. The receiver could be the person who we are talking to on the telephone.
Weaver added the feedback step to this model, in the feedback step the receiver will receive the transmitted message and try to understand it. Then they will respond to the message. This response could be informing the sender that they received the message, or that the message was not clear and needs to be repeated. (Shannon & Weaver, 1963)
Shannon and Weaver also discussed obstacles to the process of their model through noise. Noise could make a message unclear and make it difficult for the receiver to understand the message. Noise can be internal or external noise. Internal noise takes place during encoding or decoding a message. If you accidentally use wrong spellings when writing an email this is noise during encoding of a message. If the receiver of the email has a different interpretation of a sentence to what the sender wanted to communicate then this is noise at the decoding point of the communication process. (Shannon & Weaver, 1963)

Noise that is not related to the communication process but is outside of the process and not related to the sending, encoding, decoding and receiving is called external noise. This could be background noise inside a busy shopping mall when we are taking a telephone call and therefore the receiver finds it difficult to here the sender.
 
6.2 Osgood-Schramm Model of communication
Osgood and Schramm explains communication slightly differently compared to Shannon and Weaver. They mention that communication does not happen in one direction (linear) but is circular and includes a response to the senders message. Schramm disagreed with Shannon and Weavers model by stating that the communication process does not have an end but is circular. This means that if there are two people communicating with each other then both people act as senders and receivers. (Schramm, 1955)
Another principle in Schramms model was about the understanding of a message that is been communicated. Schramm mentioned that communication was not only about sending and receiving messages but also about interpretation of these messages. Interpretation is required to understand a message that is received. If information in a message is misinterpreted then the receiver may not understand the message fully.
Schramm also mentioned that two people involved in a communication process act as encoders, decoders and interpreters.
Encoding is attempting to communicate a message clearly using the appropriate words and order, thinking about the target audience.
Decoding is trying to make sense of a message that is received. For example, when we read an email we are decoding what is written in the email. Or if someone speaks to us, we use our listening skills to makes sense of what they say and this is also decoding.
Interpreting is understanding the decoded message. Once the receiver has decoded and interpreted the message, they will then encode a message to respond to the sender. Therefore one person in the conversation takes the role of both sender and receiver. An example of this type of communication is a face to face conversation.




6.3 Berlo’s Model of communication
Similar to Shannon and Weavers model, Berlo’s model of communication is linear.
It consists of four parts and includes a source that encodes a message which goes through a channel to the receiver. The receiver then decodes the message.
Berlo’s model includes several factors to describe the source, message, channel and receiver.
The sender creates the message and is the beginning of the communication process. The sender also encodes the message. Berlo mentions that the sender and receiver have similar characteristics that impact them in the communication process. These are communication skills, attitude, knowledge, social systems and culture.
The message has characteristics such as content, elements, treatment and structure. The channel has characteristic such as hearing, seeing, touching, smelling and tasting. (Berlo, 1960)

6.4  Your own justification about all the models discussed above
The Shannon and Weaver model is important as it showed that noise could interrupt effective communication, it shows a simple and clear process of how communication works and can explain communication for example in a telephone conversation. However, the model is linear but in real life communication can be circular. It also only talks about communication when two people are involved but communication can also be one person speaking to a larger audience.
The Osgood-Schramm model explained feedback in greater detail, which is vital in a complete communication process. It also shows that communication can be more complicated than Shannon and Weavers simple model, by saying that people can misunderstand information during the process of communication. However, the Osgood-Schramm model mentions that the sender and receiver are equal and this might not work when one person is talking to many people who are listening. For example, a politician giving a speech to a large audience on stage.
Berlos model is linear and does not cover noise like the Shannon and Weaver model. It also does not cover the point of feedback.
7. [bookmark: _Toc39520370]Communication at your workplace

Effective communication in my workplace is very important as I work in a customer facing role and must engage with customers on a frequent basis.
I work for a global chain of coffee shops and for me speaking clearly and proactively with customers is essential. I use effective communication to understand customer orders clearly, so that mistakes on orders are not made. This can be very important especially during busy periods where there are many customers and listening and responding clearly to customers is important. Once I provide the customer with their order, I also ask for feedback on the coffee so that I can maintain a good relationship with customers, help improve their experience and make sure they come again.
I also use effective communication to respond to complaints and to provide a solution to the customer with a calm and positive tone and making sure I always try to listen attentively to what the customer has to say before providing my response. 
We also coordinate and perform teamwork tasks throughout the workday and effective communication always helps with efficient teamworking and improved productivity. 
8. [bookmark: _Toc39520371]Conclusion

In conclusion, I have explained how effective communication can be important in professional and social life and outlined several models relating to communication.
The models I have covered explain communication in different ways, Shannon and Weaver mentioned that communication was linear while Osgood and Schramm looked at communication as been circular however these models have their advantages and disadvantages but help with explaining different processes of communication such as a telephone call or face to face conversations. 
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