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1.Introduction
Communication is the way we using to send information, which include ideas, thoughts, and emotions. Every day, for communication are used spoken words, signs, symbols, and non-verbal gestures. To communicate, sometimes we can use different channels like social media, phone, and email by simply sending the thoughts and ideas in a writing message or oral message. The physical communication is when the non-verbal gestures are getting involved as an eye contact, movements, facial expression, physical touch, and tone of voice. The verbal communication is a type of oral communication by using spoken words to transmit an idea, information or thought between two or more people. By saying to someone ‘Good morning’ is a simple form of oral communication, which transmit a message/ thought.
2.Models of Communication
The models of communication are coming to support and simplify for a better understanding the various aspects of the communication in diagrams. To support the communication concept will be use three models of communication as a Shannon and Weaver (1948-1949), Schramm (1954) and Berlo (1964).
2.1 Shannon and Weaver Model of Communication (1948-1949)
Shannon and Weaver model developed in 1948 by the American Claude Elwood Shannon, when he published an article called “A Mathematical Theory of Communication” in Bell System Journal with Warren Weaver. The concept of the communication technology theory was created to support and understand better the importance of a clear verbal communication and this model is known as the “mother of all models” according to Businesstopia (January 6, 2018). This model is one of the simplest theories and is the base of many communication models and is having the communication between people and is concentrating more on how the massage was send by using technological machines. 
  [image: ]
This theory it is linear between the person who send the oral message true the channel and which will decode to the end to make sense and to be correct for the receiver. The Shannon and Weaver model of communication is not completed because this theory does not have the feedback and that means is the possibility in some situation, the receiver, because of physical noise will misunderstand the original message send by the source, which it will create difficulties to understand what the sender wanted to say. On day Maria called Pedro at work to ask him to buy chicken on his way back home from work, because of the noise from the building site Petro, assume that he must go in the kitchen when he is getting back home. This case is a good example of Shannon and Weaver linear communication model include noises which damaged Maria’s message, because Petro is working in a noise environment, and he misunderstood the message from Maria. This situation could be prevented by asking Maria on more time about the message and what she means by ‘kitchen’. In this example Maria is the sender, the phone is the encoder, the channel is the phone line used to send the message from the source, the receiver is Pedro’s phone, the destination is Pedro, and the noise could be because of the network, also, from the building site machines.
 “The linear or transmission model of communication, describes communication as a linear in one way process in which a sender intentionally transmits a message to a receiver” according to Ellis and McClintock (1990). I am working in Morley College as a catering supervisor and my duty is to make sure all the hospitalities are ready in a suitable time for the Morley College’s staff meetings. One day at my work, the catering manager called, to ask me to check the hospitality folder for Friday the coming week, but at the same time when I was with him on the phone, one of my colleagues come to tell me about a complain just made by one of our customers and I should explain her what she must do about this matter. Unfortunately, because of the physical noise made by my colleague, I just assumed; the message was to check the hospitality folder from Friday the current week as it was Tuesday, I missed out the word ‘coming’. When the next week Friday came, Mr. Chan the IT manager shows up to ask why, he did not get the hospitality which was booked by 3pm for the staff meeting. Going back to the office I found out I just miss out the food, coffees, teas, and cookies for ten people. The consequence was running 30 minutes later than the hospitality original time was and I still feel uncomfortable with this situation after 2 years. As in Maria and Pedro’s, also in my situation too, we could avoid this situation by calling back to double check if I had the correct information.
2.2 Schramm’s Model of Communication (1954)
The American Wilbur Schramm developed vocal communication theory in 1954, as a circular model and is based on the Shannon and Weaver’s model of communication, using the fundamental concept of the sender and receiver. This theory is working in both ways between the sender and receiver. This communication model introduced the feedback but is missing the noise. 
[image: ]
 The feedback is known, as the receiver replay back to the sender and could be an oral response or non-verbal response as a nodding the head or just a sign and in this way the communication is completed. Schramm (1997) said “The interactive or interaction model of communication, describes communication as a process in which participants alternate position as sender and receiver and generate meaning by sending messages and receiving feedback.” In the case study Petro and Maria, Petro could go back to Maria with the feedback, to ask her what he means by kitchen, to avoid a possible misunderstanding. On my one work case I could easily return to the manager with a feedback about what he means by coming week hospitality. 
2.3 Berlo’s Model of Communication (1964)
 This model was created by the American David Kenneth Berlo a communication theorist and was assuming in 1960. Berlo’s (SMCR) model of communication and it has the root from Shannon and Weaver communication theory, also is coming to support and represent the individual part in an explicitly way, for an improvement of communication. As in Shannon and Weaver model, Berlo’s model does not include the feedback and the noise, is linear in one way, and can be seen the many other factors which can have a negative impact in the communication between two people. “Communication skills are foundational for individual, team and organisation success” Kinnick and Parton (2005, p47) said. A god example of a cultural skill is when the customer is asking for an expresso with milk, but he/she means a macchiato or expresso black means a black americano. The source should consider the communication skills, attitude, knowledge, social system, and culture, because these factors could affect the communication in a negative way. The source should create a concise content, with or without elements, treatment, easy structure, and code to understand by making use of simple words to be easier for the receiver to understand the message.
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The message is sent through a channel and could stand by which way we receive the message, through hearing, seeing, touching, smelling, or tasting. The receiver is the person who get the message from the sender, also he must have communication skills and a good listening, attitudes, knowledge, social system and cultural for an effective communication. The case study ‘The Villagers and the Professor” is an example of Berlo’s model of communication because the Professor was using academic language to ask for help, but he did not realise the villagers could not understand what he means. In this case, the factor which compromise the communication between the Professor and the villagers was the social system, and the conversation was just in one way.
3. Communication Skills
Communication skills are important for every individual in the workplace or private life, because without an effective communication it will be difficult to share ideas, change information and express our fillings. The skills communication are oral, non-verbal, active listening and emphatic listening.
3.1 Verbal Skills
Is based on the using words which is helping the speaker to express the ideas, thoughts, or information and to not be misunderstood, but at the same time is important to make a good us of language skills to interpret the other people message in the right way. Duck, (1994) conclude that by saying “so we construct meanings as we interact with other people and by processing the information in our heads.” Often happened in the first years when I started to work, in the conversation with my colleagues or management team to not understand some words or to misunderstand what the other people was trying to tell me. This was happening because it was a lack of language skills. 
3.2 Non-verbal skills
Non-verbal communication is the definition of deductive by things we do not say by using words, but we transmit the information by signs, body language and signals. Lavan (2002), said that “research indicate that about 55% of interpersonal messages are conveyed nonverbally”. Usually, at work when is busy and noise we use the non-verbal skills for a better communication, using the hand by making signs T from tea, C from coffee, BC from black coffee, 5 from main meal, 3 from salad and so one. This means the non-verbal tools are essential for the communication, because plays an important part in what we mean to transmit by thoughts, attitude, perception to create a meaning for the other person. Both verbal and non-verbal communication must transmit the same meaning.

3.3 Active listening                                                                                                                          Is happening often the term listening, to be confused with the term hearing. Hearing is the faculty of perceiving sounds without paying attention or analyse them. On the other hand, listening is the process when it will be improving the ability of thinking and asses of verbal and non-verbal message and is formed by active and emphatic listening. “The average person remembers between 25% and 50% of what he or she hears” according to Crockett (2011), it means the main problem is not the memory, but is because we are not active listening, and we are not paying attention to the entire message or conversation, and this can have a negative impact in our professional life. It was happening few times at work to not remember what exactly I had to do and for this I completed just 50% of task, the reason way I did not manage to complete it was, because my attention was focus to a different place. 
3.4 Emphatic listening 
Is when we put our self in the other person situation, by understanding them feelings without judgment and showing acceptation but not necessarily agreement and in the meantime, it should try to understand the body language of the speaker, to see what exactly the speaker wants to transmit in his/her message.
4.Conclusion
The communication is important, because has an essential rule in our life and is helping us to understand and communicate to the people around us ideas, information, what we think about a situation, how we relate ourselves to the other people and the other people to us. Being able to have an effective communication skill is important to understand how we can approach every individual person or situation from the work environment in the right way and making use of the right words for a clear and concise message. Based on this we should keep in mind many other factors which can give a negative impact to the communication as a cultural, knowledge, communication skills, attitude, and social system.
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