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Introduction:

The aim of this report is to analyse the understanding and importance of communication skill.
















































Communication is the ability that enables people to transfer information,ideas,thoughts,feelings etc.. among others
 Communication it is a very strong and important skill in people life as they use communication every single day in order to deal with their problems , concerns and emotions.
Communication is an irreversible and continuous process ,the inability to communicate can lead to a lots of problems in their individual, academic  and career life. 

There are five main types of communication that people are using most :
Verbal communication , is any communication that uses words either spoken or written in order to share informations with others. 
Spoken communication is it made by a sender who gives words to his opinions , feelings and thoughts in the form of a conversation ,speech ,presentation or  discussion 
The effectiveness of the verbal communication depends on the sender and his abilities to use body language , volume, speed, tone and gestures .Sender must keep his tone high and clearly therefore everybody can hear and always check with the receiver to make sure the massage is received as it was expected. 
Non verbal communication ,is the process of sending and receiving information without the need of using words for example appearances, distance , gestures,facial expression,eye contact ,position  etc...according to experts a considerable fraction of people communication is non-verbal .Every day people react to different types of  behaviour and clues.. Non verbal communication reveals their  character and the impact  on other people. P.Sooryia (2017) 
Written communication ,  means that the sender it is using a written channel such as letters, emails, text massage , reports , telegrams ,bulletins,contracts,faxes   ... etc . In order to be effective written, communication  should be correct, courteous , clear , complete and concise . Is a very convenient way for a long distance communication and it can be used as a proof in case of a dispute, record or used as a legal document. Written communication is an important skill in people life especially at school and workplace as it help building trust and honesty between the sender and reader. Employers must have a remarkable written skill so that employees can understand their daily tasks , memos, assigns etc... in order to achieve productivity. 
Listening ,is the ability that allows people to take interest,focus and pay attention in what somebody is trying to communicate , try to understand and remember everything., Without this skill massages can be easily misunderstood and lead to failure ,errors and costly mistakes Dan Bobinski (2016).
Visual communication, is the of informations  in a way that can be seen and understood by others for example: art,graphics, charts etc...

Effective Communication is an very important skill in a business organisation in order to have an overall organisation performance,healthy environment and productivity.For a communication to be made effective managers should communicate through open meeting therefore the staff can hear and also see the massage and official emails , they should also create a nice and healthy atmosphere, speak clear, loud and gesticulate, be confident, appreciative and always give feedbacks. Small Business Trends (2013).
There are 3 main relevant theories of communication: Shannon and Weaver, Schramm and Berlo that helps people to understand the impact the and outcome of their interactions with others.
Shannon and Weaver model of communication deals with 6 concepts :sender, encoder, channel,noise,decoder and receiver.Helpful Professor (2020).
The sender is the person who choose a massage to send, a channel for example : spoken, written email, phone, body language , music etc ...and someone to send the massage to .
 Encoder or transmitter is the machine or person who converts the massage into binary data or signal that it is sent from the sender to the receiver Helpful Professor 
Channel is the medium used to get the information from the sender to receiver.
Noise is the outside sounds for example:people, environment,music etc...that might have an  impact on  the original massage. 
Decoder is the machine used to convert the signal or binary data into a massage .
Receiver is the place or person who receive the massage. 
Feedback is the receiver response to the original sender.
Schramm model of communication (1954) structure can be broken down into 3 key concepts:
 The sender is the person who encodes and send the massage 
Massage is the content that is shared between two or more people 
Receiver the person who gets the massage and interpret it.
In the Schramm model the sender can deliver the massage and then become the receiver getting a massage, therefore massages are travelling from one to another.
Berlo’s SMCR model of communication (1960) includes four components that describe the process of communication 
S is from the sender who creates, encodes and send the massage to the receiver. 
M is from the massage , the informations that is sent by the sender to the receiver.
C is from the channel, the medium that is used to send the massage.
R is from the receiver , the person who gets and decodes the massage .
Good and effective communication is very important in people life in order to develop and achieve productivity in their life and workplace for example : I am working as a hostess in a care home and usually I  have the same people coming every day in for their breakfast, lunch and supper.  They  always order the same thing therefore the chef it is preparing everything in advance to be ready when they come in but today one of the residents who usually have porridge for his breakfast asked me for a lightly done fried egg with bacon . I called the chef and told him that I need a lightly done fried egg with bacon and he said that it is gonna be ready in ten minutes, when the food came and I gave it to the resident I noticed that the egg was overcooked it was not lightly as he asked. Therefore he got angry and did not want anything else to eat and went back to his room , at the end of the day my manager called me and the chef in his office asking  what happened because the resident complained however I told him that I got no idea because I clearly said to the chef that I need a lightly done egg . The chef said that because of the air conditioner that was on at that moment he did not hear me saying lightly done he only heard that I need a fried egg and beacon . 
The chef did not heard me because of the noise in our case the air conditioner  that got into the channel exactly what Shannon and Weaver model is explaining. We both received a complaint even if it was unintentionally now we are more carefully and we are repeating a few times whatever we need just to be sure that we get the right massage.

Culture has a big role in people lives as is influencing their views, beliefs, hopes,values,humour worries and fears.Past experiences and cultural background affect the way people talk and behave therefore communication and culture influence each other as people are more focused on how we speak rather then what we say .There are lots of different cultures and each of them have a different meaning of words,behaviour,gestures...etc. Some  cultures are very open minded ,communicate and behave freely while other cultures find this very rude for example in some countries eye contact it is very  important for a communication to be effective whereas in others  it is considered disrespectful Bussinestopia(2018)
People  communicate every day in lots of different circumstances verbally, non-verbally,writing,visual...etc however the massage they tried to send it is not always received as they intended therefore there are lots of communication strategies that would help them for example:
The 7’C strategy also know as the 7 principle of communication is a checklist that helps people to improve their communication skill and increase the chance that the massage will be understood how they expected. Business Jargons (2017).The 7’C of communication are :Clear, Correct, Complete, Concrete, Concise, Consideration and Courteous.
Clear means that the massage should be easy to understand and straight to the point, do not cover severely ideas in a sentence.
Correct means that the massage should be written correctly without any grammatical errors or spelling mistakes therefore the receiver will feel that they are taken seriously in addition to increase the trustworthiness.
Complete means that the massage should be complete,include all the information that the receiver asked for and answer to all the questions .
Concrete means that the massage should be very clearly  therefore there is no room for misunderstandings and interpretation.
Concise means that the massage should be short and straight to the point,avoid to give  irrelevant details.
Consideration meant that the sender should take into account  the receiver background, opinions,age,knowledge,interest.....etc in order to achieve an effective communication.
Courteous means that the sender should approach the receiver in a friendly and courteous manner including terms that show respect.
The S.O.L.E.R strategy was invented by a psychologist called Gerard Egan, he believed that non-verbal communication it is an very important factor for an effective communication. 
The S.O.L.E.R theory is divided into 5 steps  :S comes from sit squarely, O from open,L from lean,E from eye and R from relax. 
Sit squarely it is a strategy that helps people understand the importance of the posture if you are straight facing the person you are talking to it is gonna make them feel more comfortable and secure
furthermore it shows that you are paying attention to them.
Open postures means that in order to have an effective non-verbal communication you must show that you are open to listen and interested. Do not cross your arms or legs .
Lean means that in order to show people that you are paying attention to them, you should lean forward them, however not to close as you might cross their personal space.
Eye contact is very important in a non-verbal communication , if you want to make somebody feel comfortable and trust you then you must use eye contact, furthermore shows that you are paying attention to them too.
Relaxing is the last step in S.O.L.E.R theory , is very important to show a relaxed posture if you want that person to open up to you, they must see you interested and focused not nervous or in a rush , you can not make a person feel comfortable if you are not.









[bookmark: _GoBack]Conclusion:

This report focused on the importance and understanding of the communication skill.
There are five main types of communication that people are using every day,verbal,non-verbal,written,listening and visual.Three main relevant theories: Shannon and Weaver , Berlo’s and Schramm model.In order to have an effective communication skill  people should pay attention to their verbal and written communication skills,being able to communicate effectively is a very important key in their academic,carrer and social life.
There are two very constructive strategies of communication: the 7’C strategy and the S.O.L.E.R strategy that helps people to develop their communication skills.
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CASE 1: Mary was working on some paperwork when her daughter came into the room upset.
As the child told Mary what was wrong and how she felt, Mary kept typing on her keyboard and
said, “It'll be OK,” and ‘Everything will be all right.’ She was confused when the child only
continued to become more and more frustrated. Just then, Mary’s phone rang and she was all
excited when she heard her friend’s voice. They spoke for fifteen minutes and when the call
ended, she turned and said to her daughter, ‘Oh, darling, that was Susan. I’'m so excited about

seeing her tomorrow!". The child broke down and cried.
ffect on her daughter?

Ex.1. Read the cases an

il Why weren’t Mary’s calming words having any e
\ﬂmﬁ\/’ ol onimg  vohdS Afd  mal hawe omy %?XC}
!
b oid ATe AT Fo

C.p_PQi(A am Ahy P};_c)wu rain o4

25 What could she have done to make the situation better?

o Meh Qoygll becouse id et

haty . chy ket yvor omMLmX;Q peed Ywuon
£ ey
(8}

" 3le. could olop keoimg o dh Koy bo 2 Cwideh of

W phoei oed  pa S 3 lou
e ela dpaln e i

CASE 2: Steve was exhausted from work when his wife, Sally, came home. So he was quite
annoyed when she began telling him all that went wrong about her day. He interrupted her and
said, ‘’'m so tired, can’t it wait?". The next morning while they were in the kitchen making
breakfast, Steve said, ‘Did | tell you what happened at work yesterday?. Sally said nothing, but
walked out of the kitchen.
1S Why was Sally upset?
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Exercise2: Writing an e-mail. :
You are a teacher of Communication and have received this e-mail from one of your students

pearSir,
|am Writing to you because | am confused about Communication.
Could you please explain:

1.What Communication is:

2. The Shannon-Weaver model.

3. What is meant by non-verbal communication and why it is important.

Many thanks,

Lucy Mars.
Reply to the student and answer her questions. Use a diagram in your answer, if necessary.
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Ex.1. Read the following brief and write a business email according to the instructions.

You are the Director of Communications at your company and you would like a Supervisor, Mary
December, to go On a training course in non-verbal communication because you have observed
that her non-verbal skills sometimes send the wrong message.

- Tell Mary why you are writing

- Say what you have observed about her communication skills

- Tell her how you think this course would improve her skills and her relationship with her fellow
workers.
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rcise2: COMMUNICATION: A CASE STUDY

Exel

As you read their case, think about how you might help communicate with the employee to
remedy the conflict. Answer the critical thinking questions at the end of the ca5e and, wherever

possible, say whose communication model is relevant.

BARRY AND HIS STAFF

Barry is a 27-year old who is the manager of a restaurant. He is responsible for supervising anc
managing all employees in the kitchen. Employees working there range from 16 years old to 55
years old. In addition, the employees come from varied cultural and ethnic backgrounds. For many,

English is not their primary language.

Barry has a Health and Safety (Food) Certificate and tries his best to keep up with food safety issues
in the kitchen, but he admits it's not easy. Employees receive “on the job training” about food safety
basics (for example, appropriate hygiene and handwashing, time/temperature, and cleaning and
sanitizing). But with high turnover of employees, training is often hurried, and some new employees

are put right into the job without training if it is a busy day.

One day Barry overslept because he had been working on his car until 2 a.m. He was rushing around
and realized that he didn’t have a clean uniform. However, he managed to find one that was not
very dirty. As he dressed, he realized that he needed a haircut and a good hand scrubbing, especially
after working on his car.

When he arrived at work, he dashed into the kitchen and noticed several trays of uncooked meat
on the work tops. They appeared to have been sitting at room temperature overnight. He called one
of the kitchen staff and asked: ‘Why did you leave the chicken out when | told you to put them in
the fridge?’

The man replied: ‘I heard you screaming but | thought you were trying to talk to the chef above the
noise of the food mixer he was using. | didn’t know you were talking to me’. Barry is frustrated anc
doesn’t know what to do. He felt like he was beating his head against a brick wall in trying to get
his employees to practise food safety.

He has made many efforts to get them to learn how to handle food safely. He has put large signs
all over the kitchen: KEEP HOT FOOD HOT AND COLD FOOD COLD and WASH YOUR HANDS OFTEN.
Questions:

iy What are the communication challenges and obstacles that Barry faces?

28 Which communication models can you use to explain Barry’s problems?

33 What solutions might Barry consider in addressing each of these challenges or obstacles?
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