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· Write a report of 2000 words demonstrating your understanding of the models of communication and the communication skills discussed in class and refer to any case studies done to show how these helped your understanding. Give examples of poor communication in your own or your friend’s workplace and suggest how it could be improved by using your findings from published literature (i.e. refer to theory). 
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1. INTRODUCTION
The communication allows people to express an opinion, do some request, require attention, show feelings. It is the core of any relationship among people. Talking about myself, the communication in a workplace is challenging because I have to communicate in English, which is not my first language. I have to pay extra attention to understand people request because my workplace it is usually very busy and there are a lot of noises around me. My best allies in communication are paraphrase what people say and ask more information. Sometimes it can happen that I pronounce some words wrong and some people cannot understand me, so I have to understand what I did say wrong and try to make my words clear.



Here we are going to explore some different model of communication. All of them reported in some articles from Businesstopia (2018).
2.1 SHANNON AND WEAVER
 Created in 1948, Shannon and Weaver communication’s model is considered the “mother of all models”. The elements of this model are SENDER, ENCODER, CHANNEL, DECODER, RECIEVER, NOISE. The sender prepares the message and encode it in a channel, which it can be through some communication device, or via talking. Before the message reach the receiver, it has to be decoded. The device will convert it in a simple message. When the message has been received, the receiver has to send a feedback. The communication can be affected by the present of some noises in the surrounding environment. This model is mostly used in interpersonal communication rather than mass communication. the sender has the main influence in this type of communication, deciding what channel use to communicate. The receiver plays a passive part and his/her feedback does not have an important role as the message sent.



2.2 SCHRAMM
In the 1954 Schramm proposed this model of communication based in coding and decoding. This model of communication is a two-way process, first part sends a message, second part decode the message and send a feedback. Schramm believed that communication between people with similar knowledge, culture and experience could be more efficient than communication between people with less similarity in the above factors. The encoder has to develop a message, encode it and send it to the decoder. The decoder needs to decode it and send a feedback, probably on the same channel. If there is no responded from the second part, it means that the communication is not completed, so inefficient.  


2.3 BERLO
Developed in 1960 this model of communication is based on top of four main points, SENDER, MESSAGE, CHANNEL, RECEIVER. To start, the sender needs to have good language and communication skills. The message is the communication’s core, and the efficiency of it can be affects from culture, religion, behavior, values and environment related to the sender. The structure of the message can be written, video, spoken or by gesturing. The channel used to send the message is related to the five human senses. The receiver’s understanding of the message can be altered by the same elements as the sender. This model of communication has some weak points, as example it does not talk about the presence of noise and it does not take in consideration the feedback. Also, it is mostly a model for people with same or similar culture, behavior, social system. Last, it does not have a word about thinking and understanding as channel of communication.


2.4 CASE STUDY + DIAGARAM 
On my own case study, I have applied Shannon and Weaver model. 
During one working day, one customer ordered to me specific coffee with a particular type of milk (Americano with hot oat milk). While he was talking to me there were other people talking nearby, also I was making some noises too while making some other coffee. Those noises, plus the similarity between the word “hot” and “oat”, confused me. When I decoded the message, I did understand that he said “hot” twice as a request to have the milk boiling. I sent him a feedback, asking if it were correct what I understood. He realized that what I understood was wrong, repeated what he wanted, then I did understand right. What I could have done was pay more attention to his words, but noises nearby me did not let me do it. Luckily, sending to him a feedback helped both of us to have an effective communication.
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3 VERBAL COMMUNICATION: 
A verbal communication happens when a person wants to communicate some thoughts, desires or emotion to someone else. The person sends the message through spoken or written words. To be efficient in a verbal communication is required to have good language skill and pay attention while reading, listening or talking. Quintilla and Wahl (in Maund, 2017, citing Pearce, Croen & Conklin, 1979, Pag 68) report that verbal communication has two rules to make a clear and shared understanding of communication. Regulative rule means to have respect to who you are talking with and take in consideration how and when say something. Constitutive rule describes the importance of the words in the communication and point out how important is to pay attention while communicating.  The listener can show interest to the speaker words paying attention to him/her. Listener can show agreement or disagreement trough facial expression, body movement or trough some noise (e.g., Clear the throat).  


3.1 NON-VERBAL COMMUNICATION:
Non-verbal communication gathers all the components present inside the communication that do not need words to be understood. Griffiths and Dunham (in Maund, 2017, citing Mehrabian, 1981, Pag 50) reported that “97% of communication is related to non-verbal aspects, which are for the 38% the use of the voice and 55% regard the body language. Only 7% of communication is verbal”. Quintilla and Wahl (in Maund, 2017, citing Argyle,1988, Page 70-71) have divided the non-verbal communication in 4 different purposes. The first function is to express emotion. Second function shows how a person’s behaviors and mood change depending on the time of the day and/or the people around him/her. Third function show character, temperament or disposition. The fourth function is to accompany verbal communication. 
The main affecting elements of non-verbal communication are vocal expression, body movement and para-verbal. Vocal expression plays an important role in the oral communication. Some elements, as tone, volume, pitch and rate of speech, give different means to the speaker words. The body movement, vocal tone and facial expression take part of the para-verbal communication, which mean how something is said and what factors that accompany those words. Quintilla and Wahl (according to Ekman and Friesen,1969, in Maund, 2017, Pag 77-78) have divided the body movements in five categories. Emblems movements can express a word doing some gesture, example showing a thumb up as sign of agreement. An illustrator message is when a person uses a part of the body to make an example of the measure of something. Regulator affect a running communication, example raising the eyebrows and smiling to the speaker as sign of agreement or raising a hand as request to keep control of the communication. Adapters messages are present when a person is not feeling comfortable while talking and is moving the hands or shaking the legs to release tension. Those movements could even help the speaker to keep calming while speaking.
 Again, Ekman and Friesen reported that facial expressions have an important part in communication because express feelings, agreement, disappointment and personal behaviors. The face is the first body’s part reacting when the brain receives a message. For example, a person smiles after receiving a happy message. The different facial techniques known are four. Neutralization is the ability to hide the real own feelings, being indifferent in what it is happening or happened. Masking means to camouflage the own feelings with some facial expression that show some appropriate feelings to that situation. Intensification means to inflate what just said with some related face expression, and de-intensification works at the reverse.



3.2 ACTIVE LISTENING & EMPHATETIC LISTENING
Griffiths and Dunham (in Maund, 2017, citing McKay, Davis, Fanning, 1995, Pag 52) said that active listening is the completely understanding of what another person is saying. It is required to pay 100% of attention into the speaker’s words and wait for the right moment to ask or say something. Effective listeners try to understand the speaker’s words from the speaker perspective before making some judgment. Griffiths and Dunham (in Maund, 2017, citing Kegan,1994, Page 52) reported that for a better understanding of the message, the listeners care a lot about the posture. They would square the speaker face to have a better receiving of verbal and non-verbal communication. They keep an open posture while listening, to be more relaxed and focus, leaning the speaker with little head movements, some verbal encourages and keeping direct eye contact. It is important to do not make pressure to the speaker and make him/her feel comfortable in sharing the information. They paraphrase what is heard, probing a deeper meaning of it. The empathetic listening is the ability to listen and understand a person without judge him/her. Quintilla and Wahl (in Maund, 2017, citing Jalongo’s research, 2008, Pag 94-95) reveal that empathetic listening is very important in a workplace, especially in making rational decision. There are two ways to be a listener, passive or active. The passive listeners develop a meaning of the message but without send feedback. The active listeners make sense out of the message and send feedback to be sure to have the right understanding of the message. The elements key for an active listener are paraphrase what just heard, reflect about it and ask questions.



3.3 KEYS TO EXCELLENCE IN VERBAL AND NONVERBAL COMMUNICATION
Quintilla and Wahl (in Maund, 2017, Pag 82-83)
For a successful communication it is important to follow five basic steps to make it happen. The first step is to have a full knowledge of the own behaviors, skills, weakness that my affect the communication. The second step consist in adapt the own behaviors and regulate the way to interact with other people depending on the context. The third step is to analyze the own verbal and nonverbal signals sent it, the reactions and the feelings expressed to the listener. The last step is to reflect. A good examination of what said and heard would help to understand if the communication was effective or not, to finds out what went wrong and ensure that those mistakes won’t happen in the future.



3.4 CASE STUDY
The communication has an important role in my workplace. There is every day many exchanges of words, which are all important. I am a duty manager and I have to be very clear while I am talking with my team or with some customers, so everyone would understand my words. I am usually talking with them through verbal communication, but my non-verbal communication has an important role. I also have to interact with suppliers, authority people and officers. I have to talk to them or write email in a formal way, being polite and responsible of my words. I have to be an effective listener if I want to better understand the thoughts and words of whoever is speaking to me. I am always sending a feedback to them because I want to make sure that I have understood what they want, so I can carry on my job in the right way. I have to analyze any verbal and non-verbal signal received from them, understand how to respond and how I can help them. It is fundamental to me be able to control my behaviors and feeling while talking with customers and colleagues too.

 


4 CONCLUSIONS 
In this report I have talked about what is my understanding in communication and how it works. I have talked about models of communication, the differences among them, and I have applied Shannon and Waver model in a personal work episode. I have reported characteristic of verbal and non-verbal communication and how to be an excellent communicator. One part of the report talks about the importance of active listening. Also, I have attached in the report some cases from my workplace that helped me to explain different factors of communication. 
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