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[bookmark: _Toc80224058]1.Introduction 
When trying to define communication it basically involves a sender, a message and a receiver. Communication is giving, receiving or exchanging ideas, data, information, signals or messages through appropriate media, enabling individuals or groups to persuade, to seek information, to give information or to express emotions (Team21)
[bookmark: _Hlk78986322]The importance of delivering the correct message is paramount to ensure the successful message is received. This essay will firstly focus on three real life case studies where Berlo’s model , Schramm and Shannon and Weaver are incorporated. It will then draw attention to three different types of communication skills, verbal, non verbal and listening and provide a real life and personal example from within my own workplace. 

[bookmark: _Toc80224059]2 Communication Models
[bookmark: _Toc80224060]2.1 Shannon and Weaver
Case Study 1
The first case study takes place on a construction site. The team leader team leader was providing instructions to his team members about their tasks on that day. However, one builder in the background was using and angle grinder to cut a pipe and was extremely noisy.
Following the speech the team leader had an appointment on another site to check the progress of the work. He assumed the team had understood his instructions to complete the task on time and drove away to the next meeting. Upon his return to the site, later that day, the team leader realised that not only had the workers carried out their duties incorrectly, but they had also not completed what he had asked them to do. 
The team leader asked them why they had not followed his instructions and the team could not explain why everything had gone wrong.
This case study highlights Shannon and Weavers model of communication where the information source transmits the message, but the receiver does not receive the correct message owed to back ground noise or distractions. In hindsight what the team leader should have done was to ensure, owed to noise, that his message was received clearly, and everyone had understood what they needed to do.
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[bookmark: _Toc80224061]2.2 Schramm
Case Study 2
A supervisor of a small baking company phoned one of his team members to ask about the delays they were experiencing with the cupcakes delivery (a customer had called previously to complain about an order placed two days ago which hadn’t yet been received) Following on from the phone call from his boss, the team member checked the status of the order. She replied that she will check with the driver because on her device it says that the order was delivered in the morning.
The problem was solved by evening, the cupcakes were delivered to a neighbour, but he forgot to tell them that he received them. If the manager had encoded the message by perhaps paying more attention and being more enthusiastic the worker may have decoded the message as being urgent.
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[bookmark: _Toc80224062]2.3 Berlo 

Case Study 3
One morning a manager of a small shop asked a member of staff to go and check the flour shelves and report back as to whether more flour needed supplying the next day. However, following the request, the manager was so busy focusing on other tasks that he forgot he had asked his colleague to check. Later that day when the manager was placing orders for supply, he realised his colleague had not carried out the task. He found the staff member and asked if he had checked it, and he hadn’t. He had forgot about his task and focused on other things.
When considering Berlo in this scenario it is clear that the message has not been conveyed properly by either party. Berlo explains that the sender and the receiver must share some common ground (CITA) In this case both the manager and the worker had other duties to think about and both forgot about the flour supply. This case study emphasis the importance of considering other factors which contribute to mis communication. Perhaps the worker was new and didn’t realise that the colleague was in fact his manager. Perhaps there were cultural issues involved or maybe the worker was a celiac and didn’t want to touch the flour. As Berlo suggests from the table below, there are a lot of factors at play
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[bookmark: _Toc80224063]3. Communication Skills

[bookmark: _Toc80224064]Verbal
Ionas (2020) explains on their website about business start ups that communication is the basis for interpersonal understanding. Once a conversation begins, verbal communication is what confirms or corrects the initial impression often made with non-verbal communication.  
This is a view also expressed by Erika Hawkins in her article “7 Tips to Improve Verbal Communication Skills” She explains that strong verbal communication skills are important for everyone to master. 
“They are extremely valuable in both your personal and professional life. When speaking clearly, confidently, and with poise, you are much more likely to command the respect of others and build rapport. This is particularly important in business interactions (Hawkins 2020)

[bookmark: _Toc80224065]Non Verbal
Nonverbal communication has been researched as far back as 1872 when Charles Darwin published The Expression of Emotions in Man and Animals (Kerry 2020) Throughout the time until the present day, non verbal communication is considered far more important than verbal communication when trying to build empathy and understanding with one another.(CITATION) The way someone makes and holds eye contact, the way they stand, the way in which they move their hands and even their har cut, for example, all go some way to form an impression to the listener and has an impact how others see them (Kerry 2020)
Wilson (2021) uses the term impression management and explains the key to impression management includes appearance, your manner of interacting and the attitudes conveyed through gestures, facial expressions, and nonverbal skills (Wilson, 2021).
Facial expressions are responsible for a huge proportion of nonverbal communication.
Nonverbal communication is culturally determined, and it is largely unconscious. It indicates the speaker’s emotional state. When nonverbal cues conflict with the verbal message, it may convey confusion or deception (Navarro & Karlins, 2008).

[bookmark: _Toc80224066]Listening

Listening is probably one of the most important skills when it comes to communication. As the old saying goes, God gave us two ears and one mouth because he knew listening would be twice as difficult as talking, Dimond (2009) In fact it has been suggested through research that we only remember between 25 percent and 50 percent of what we hear. This is something Edgar Dale researched and concluded in her book Cone of Experience written in 1947 (Dale 1947)
On the Mindtools website (2021) they explain that how well you listen not only has an impact on your relationships with others but also on your job effectiveness. They go onto explain that we firstly listen to obtain information, then to understand. We also listen for enjoyment and we listen to learn.
Active listening is something which is demonstrated in Shannon and Weavers model of communication where the receiver is not listening to the whole message (Shannon and Weaver)
Mindtools sums this up quite nicely by stating that we can not focus on what is going on around us when we are listening or be distracted by outside noise or thinking about what we are going to say next. It goes onto say that its equally important not to get bored or loose focus (Mindtools 2021)
[bookmark: _Toc80224067]My own work experience

Bearing in mind the content discussed so far, the workplace example I am going to use fits nicely into both the communication models and methods. Working on an ad hoc basis for a local construction company I am responsible for managing day to day administration duties as well as ensuring staff are on time and present. If a worker does not clock in it my duty to call the individual and find out the reasons why. More often than not they will phone and I will mark them as absent. One day a few months ago a worker called into the office and my colleague took the message they had a doctor’s appointment that morning so wouldn’t be in. My colleague forgot to write the message down so, realising they were absent, I called their mobile and there was no reply. I marked them down as absent when really, they were just at the doctors for an hour. 
This type of miscommunication between both myself, my colleague and the absentee reflects the importance of communicating effectively. If like in Berlos model all parties were aware of the correct channels it is writing the message down, and I had communicated with my colleague to ask if anyone had called this situation would not have happened.
[bookmark: _Toc80224068]4. Conclusion

This essay has focused on the various modes of communication by reflecting on the Berlo’s model ,Schramm and Shannon and Weaver. It has also identified verbal, non-verbal and listening as forms of communication skills. Having researched communication in depth it is apparent that these models and skills go hand in hand with other. It was touched on that when we first meet someone it is their non verbal communication we are drawn to in order to make an impression of them (Ionos 2020) Once the conversation has started it is verbal communication in the form of a conversation which helps us to make up our mind about that certain individual. If these forms of communication, verbal and non verbal are inconsistent or contradict each other in some way, the non-verbal messages tend to override the verbal messages (Hall 1995)
Various journal articles have identified that empathy and understanding mainly come from non verbal communication. Hannawa (2021) notes in her journal article that the way someone holds themselves, their gaze and body orientation are two aspects of non-verbal communication that are important links to the perception of empathy. Research also suggests that non-verbal behaviour might be more important than verbal messages when it comes to the communication of empathy (Brugal 2015). Graves (1976) also states that non verbal communication serves as the primary vehicle for expressing emotions.
When understanding communication we need to understand, as Berlo (2021) suggests, that there are other factors at play such as culture, knowledge and attitude. What may be considered rude in some cultures, may be perfectly fine in others (Winter 21). 
To conclude communication doesn’t always go as smoothly as one would hope but by applying the models of communication to understand where various gaps might exist together with practicing communication skills we can all progress and expand ourselves towards a fuller understanding and empathy towards one another.
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