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1. Introduction
1.1. Definition of communication
One of the basic human activities is communication. We communicate when we talk in the family, when we shop, when we do official matters, or when we negotiate in the workplace. The term communication comes from the Latin noun communication, meaning ‘publication, performance, giving, or communicating an idea to a student’(Hatvani,1997). According to this, communication as a process means information, exchange, and communication of information with the help of some means and signal system. Thus, the communicating parties can communicate what is happening in and around them with the help of an arbitrarily designed system of signs (language), and in this way, they regulate, influence each other’s behaviour, and interact with each other. Therefore, if intentional communication and metacommunication contradict each other, they are much more accepting metacommunication cues as true to the recipient. (Csepeli, 1997, Buda, Forgas, 1989.)
2. Models of Communication
The research of communication in the field of informatics, in communication technology, started, therefore, logically, it has been described in several models from the very beginning. Due to the nature of the messages, the models can be classified into three groups: telecommunications, mass communication, and social communication. Accordingly, three models are described below.
2.1. The Shannon-Weaver Model
Warren Weaver during World War II, worked for the Bell Telephone Company, working to improve the delivery of information (Velentzas, 2010). The Shannon-Weaver model served as a starting point for a communication improvement:
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Figure 1. According to Shannon, Shannon, and Weaver communication model (Shannon,1949)
In this model, the channel refers to the actual transmitting device. On the other hand, the noise source is a distortion of speech or telephone. The process is one-way (linear), although the transfer of information and feedback can take place backward from the recipient, as is usually the case. Since all communication was found suitable to present with the above abstract model, let us take online teaching as a concrete example: the source of the information is the teacher transmitting a message on the online interface, i.e., the computer teams’ function, i.e., the learning material which the receiver, i.e., the computer team's decoder sends a converted signal to the addressee. The noise source of the channel is anything that makes it difficult for the addressee to interpret the information accurately, such as internet interruption, microphone error at the source or the receiving end, electrical error, etc. The feedback was added to the model later, the Wiener model already includes it. In our example the feedback is from the students: whether they understood or did not understand the curriculum, task, the question is what we consider as feedback. 
Later, there were many criticisms of this model, and according to some, it is more popular because it is highly respected, but these theories are not the subject of the dissertation, so we do not deal with it.

2.2. Schramm`s Model
According to Schramm (Schramm,1961), the communication process is influenced by three factors: the source of the communication, its message, and its purpose. The source or sender can be an individual, a group, or an organization. The message can be written, oral, or any other interpretable form. The goal or the recipient can be an individual, a group that listens to the message, observes, or reads, or otherwise processes it. Osgood and Schramm's circular model built on the linear communication model by considering two-way communication. This perception extends the Shannon and Weaver model by also considering the process of handing over-interpreting. It does not denote a transmitter and a receiver, but an interpreter, at both endpoints. The circular approach developed by Osgood and Schramm seeks to precisely fill this shortcoming by highlighting the circularity of communication. The participants in the communication process exchange the functions between source/encoding and reception/decryption or decoding. W. Schramm sees messages as signs that the recipient should be familiar with. That is, the more the sender’s experience covers the recipient’s, the more likely the message is to be effective. The source can encode, and the destination can decode, but both in their own experience. (Schramm,1961) It is the responsibility of the sending party to deliver the message to the recipient. However, noise factors in the environment often prevent the message from being conveyed. Members of the audience cannot receive the message for three reasons. The first is selective attention, which is why not all stimuli can be detected. The second is selective distortion, meaning messages are skewed according to what they want to hear. The third is selective memory, that is, a small fraction of messages that reach their destination are stored in memory. Example from my course: In our case, considering the online education, we can observe the following advantages over the above model: it shows how the situation changes because it is a dynamic model, there is no difference between the sender and the recipient, the feedback properties dominate. The disadvantages continue to be that it cannot eliminate noise, which can lead to confusion and misunderstanding in the interpretation. 
[image: image3.jpg]S
SOURCE

T ]
T |
/T Soc. System

7 cuwre ||

/T Culture

M
MESSAGE

C
CHANNEL

R
RECEIVER

Seeing

Touching

/I Knowledge

Smelling

Tasting

L
UL

/T Soc. System




Figure 2. Scramms model of communication according Schramm (Schramm, 1961)
2.3. Berlo`s Model
David Berlo’s Model (Buda,1995) using Source – Message - Channel - Receiver takes elements from Shannon, and Weaver’s transmission model and Osgood and Shramm’s circular model and creates his four-part model that describes how speakers and writers encode the message that is decoded by students and readers. Like the standard transmission models, Berlo’s S-M-C-R model includes standard elements. What is new about his model, however, is the investigation, i.e., the subjects, of which are the relationship between the Source and the Receiver and the factors inherent in them that influence the authenticity of the message when received. For the message to be as authentic as possible, the communication capabilities of both the Source and the Receiver must be at a high level: it is useless to have a high level of communication for a given Source if the Receiver is not at the same level. Therefore, we cannot predict the success of communication based on one’s abilities alone. According to Berlo (Berlo,1960), there are 5 communication skills: coding abilities, such as speech, writing; decoding capabilities, that is hearing, reading, and the existence of the fifth is critical to both encoding and decoding: thinking or reasoning. The coder's ability to communicate affects the accuracy of communication in two ways: It affects a person's strength to analyse their intentions and goals and the talent to say something when they communicate. In addition to communication skills, Berlo emphasizes four other factors: level of knowledge, social situation, culture, and attitude. At the same time, it remains within the framework of the transmission model, however, that this model is much more complex and has more fine details regarding the communication process. 
[image: image4.png]SMCR Model of Communication

Surce  Message Chamel  Receter

Communiaic Corlert  Seeny  Communiatin
sls Elmerss  eatng sdls
Attudes  Tegimen  Touthing  Afiudes
Knowstge St Smelng Ko
Sugalsysems Coce Tastng  Scialsystns

Cuture Culue




Figure 3. Berlo`s model of communication (Berlo,1960)

3. Communication skills
Human communication is multi-channel. In addition to linguistic (verbal) communication, non-verbal communication channels are also very important. The essence of complete communication is that people do not only use word formulated information but every phenomenon can be perceived that informs our senses. The messages of the verbal channel are segmented and shaped in the form of communication flowing through the non-verbal channel generally unstructured, and they reach the receiving individual. Although the communication channels are separated, they do not operate in isolation.
3.1. Verbal communication
The verbal channel is the most specific way of human communication, capable of transmitting all kinds of information. Language is common as a sign system, it allows for mutual understanding (Maund, Andrew, 2017) harmonizes our behavior, our actions. It is the basis of human culture. The language does enable people to store the experience of mankind and understand them. With the help of language, we get to know the world, and in connection with this, the structure of the personality changes. There are two forms of verbal communication: speech and writing. In the development of mankind, speech developed first. Writing developed much later and became a form of communication. Speech reaches the recipient through hearing. People who have impaired hearing communicate with each other through signs (i.e., sign language). We perceive the signs of writing by sight. People who are severely visually impaired use a specific writing system that is palpable with their fingers. This is Braille writing for blind people. While speech is for the listener, writing is for the reader. The connection between the speaker and the listener is usually direct, so the listener can respond immediately to what is heard. In contrast, the reader of the writing (other than chatting on the computer) does not have the opportunity for immediate feedback on what is written. For example, the fact that we cannot get immediate feedback in writing can lead to many misunderstandings. One real-life example is as follows. At work, our boss assigned us the task of checking the outdoor lighting during my night shift and left us the map of the building. We divided the task between my colleague and me. While my colleague marked the working lights on the map, I marked the non-working ones. We had to agree on which method to label because the task was not clear.
3.2. Non-verbal communication
The concept of non-verbal communication has only been used in the last 50-60 years. Earlier, these phenomena, just like emotional ones had been addressed by the means of expression. Since the fifties, according to systems theory, the formation of the same way of manifestation of signaling and signal exchange looks like speech. According to some researchers, the non-verbal channel is 93% of the information that reaches the recipient (Mehabian, 1981). Owens (Owen, 2006) distinguishes three levels of nonverbal communication: paranoic (during a speech, referring to a person’s emotional state. The emerging signs are intonation, emphasis, insertion of breaks, etc.), non-linguistic (such as gestures, posture, facial expressions, eye contact, head and exercises, proxemics, etc.) and metalanguage (signs of the method of message transmission, effectiveness). Other manifestations of metacommunication (i.e., body language) beyond or in parallel with words are dressing, posture, mime (facial expressions), eye play, look or gaze, gestures, distance (e.g., an intimate zone is about 45 cm from our body, personal zone up to about 1.2 meters and public zone up to 3.6 meters). For example, as customer service is a very important part of my job, we get a lot of guidance on the importance and function of non-verbal communication in the courses organized by the company. One of the most important non-verbal messages is the smile to signal to the client that they are welcome, that we are happy to listen to them or help them with their problem. During the present pandemic, wearing a mask makes our situation very difficult and we must try very hard to enhance our behavior with other non-verbal cues and many more verbal expressions. For this reason, feedback from customers has never been so negative to judge their reception, especially those who have a problem with us being unpolite.
3.3. Listening 
Micro-skills of empathy: as part of effective communication, it is a requirement to be able to practice and convey the empathy skills of the communicating parties. Rogers and Gordon (Maund, Andrew, 2017) consider empathy to be an unavoidable factor in a helping relationship. Empathy assures the communicating parties that they listen to what they have to say and that they deal with it, even as they present it. The listener does all this without judgment. In some cases, realizing empathy is not easy to practice. It needs an emotional and content alignment. Understanding creates an atmosphere in which honest, open communication is possible, mediating attention and the sensitivity of the practitioner. Strong negative emotions can be communication barriers, empathy understanding can reduce these emotions by attuning to what the other person feels now. It refers to looking behind words, it is about sharing emotions and experiences. By focusing on the feelings of the other person, we recognize them as valuable individuals. This micro-skill, when applied professionally, reduces hostile feelings in most people. It can also be used when the other part is flooded with emotions, cry, party. It helps them to manage these emotions or reactions (Maund, Andrew, 2017). The empathic response is reassuring, reduces anxiety, diffuses intense feelings, and expresses confidence. It conveys that certain feelings and thoughts are normal and general, and they can be eliminated after receiving them. For example, it is part of our customer service to listen to various complaints from residents and solve them or advise on a solution. However, some complaints cannot be resolved because they are simply inherent in life. Residents come up with the following complaints every week: the engine of a car in a garage is too loud, the wind makes a lot of noise through the vent, the front door closes too noisily, and the like. In these cases, we can simply help the complainant by actively listening, since we know that we cannot help them, there is no technical solution to these issues because they cause such noise due to their operation. We assure the complainant that we understand the problem, feel their situation, how disturbing the situation is for them, we assure them that the complaint is forwarded to the competent person and for the most part this is usually enough. They calm down a little or realize that we cannot change these things, but we can ease their situation with our empathic listening.
4. Conclusion

The present study has analyzed constructive communication, presentation of the inhibitory and comprehensive knowledge of the communication situation, factors, characteristics, principles, and competencies of effective communication. Communication is the human part of being and is process-like. Common elements of all communication activities are the communicator, the subject of communication, the communication or message, the channel of communication, the recipient, and the effectiveness of the impact of communication. Models and practices have been developed to explain communication, contribute to the development of communication competence, of which a brief overview can be found in the first chapter. The aim is to transfer knowledge related to communication, develop interpersonal skills, and understand different models of communication competence. 
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