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Summary (Abstract)
This paper demonstrated the understanding of the models of communication and communication skills. The report aims to provide details from the covered topics during the term. Discuss and refer to case studies as examples of poor communication. 
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1. [bookmark: _Toc91781743]INTRODUCTION

"If you talk to a man in a language he understands, that goes to his head. If you talk to him in his language that goes to his heart." Nelson Mandela
There are numerous definitions of communication, and experts may disagree on the intricacies of a term. However, one thing that is certain about communication is that it entails some sort of meaning exchange between two or more. This communication cannot take place without the expression and understanding of meaning. Communication is never a one-way street in which the burden is entirely on the one attempting to communicate. You are the interpreter of meaning when you read these words; I, as the author, am seeking to express meaning. Thus, the expression might be oral or written—even signed, if we're talking about the deaf community's language. We should not be fooled into believing that communication is solely oral. Similarly, interpretation can require listening to or reading something—or even watching someone sign if we're talking about deaf language. (VanPatten, 2016)














2. [bookmark: _Toc91781744]MODELS OF COMMUNICATION 

In order to demonstrate comprehension of the models of communication the following are three of the models discussed in class. The models provide pictures, or visual representations, of complex interactions. They are beneficial because they simplify the fundamental structure of communication and can assist us in comprehending it not only verbally, but also visually. Most significantly, they denote the numerous components of communication and act as a form of road map for illustrating how the various components of the communication process are related.

[bookmark: _Toc91781745]2.1. Shannon-Weaver Model
Known as the mother of all communication models, the Shannon- Weaver model (1949) depicts communication as a linear or one-way process consisting of five elements: a source (producer of the message); a transmitter (encoder of the message into signals); a channel (signals adapted for transmission); a receiver (decoder of message from the signal); and a destination, Figure 1. 
The linear communication model developed by Shannon and Weaver is a useful model for communication in a wide variety of commercial contexts.
The approach is one-way, in that it does not ask for or provide feedback, but it does have a definite goal in mind: to elicit a specific emotion or action. In order for communication to be effective, the model incorporates aspects and actions that must be understood.
In class, we discussed the transmission error in the case Appendix 1 1.
[image: ]However, this concept has been criticized for overlooking an integral part of the communication process: feedback. Without feedback, the speaker has no way of knowing whether or not the message has been understood.
[bookmark: _Ref91434438]Figure 1, Shannon-Weaver Model
[bookmark: _Toc91781746]2.2. Schramm's interactive communication model
Wilbur Schramm, a psychologist, developed the concept for interactive communication in 1954. (1907-1987). Schramm's communication model is based on the premise that communication is participatory and circular, as seen in Figure 2. 
[image: ]
[bookmark: _Ref91434254][bookmark: _Ref91434236]Figure 2, Schramm's Model of Communication
Examples of interactive communication are most face-to-face business communications, whether verbal or written, may be planned and carried out in an interactive manner. Of course, this is a managerial decision that is heavily influenced by the corporate culture and managers’ and employees' communication abilities. At a business meeting, however, this is not the case. Interactive discourse is the only format that is consistent with the workshop's philosophy. When workshop participants express their viewpoints, consider different options, and ultimately agree to a consensual result, the workshop is a success.
In conclusion, Schramm's model relies on the interaction, the activity of the participants and their desire to interact in order to find an appropriate solution to a problem. Interactive communication moves in a circle to enter the area of ​​experience sharing. 






[bookmark: _Toc91781747] 2.3  Berlo’s Model for Communication

David Berlo (1929-1996), a psychologist by education and a well-known researcher in the field of human communication theory, invented the linear communication model in 1960.
Berlo's linear communication model includes the following elements:
1. Source;
2. Message;
3. Channel;
4. Receiver. 
[image: ]Berlo's linear communication model recommends two actions - encryption (encryption) and decoding (decryption).

Figure 3, Berlo’s Model of Communication

Consider the following scenario: you are required to submit a written report to your manager regarding a certain topic.
In this case, you are the "source". The report is your "message". You choose the "channel" that you think will be most influential. Your direct supervisor is the "receiver". It turns out that it depends on you, as a source, to what extent the report will produce a useful result. But it also depends on the manager (recipient) - how he perceives you, what is his attitude to reading reports from his colleagues (likes or dislikes someone to give him recommendations, how he makes management decisions and more. There is no point in being the source of a message addressed to a specific recipient if we do not know and are aware of our personal capabilities, knowledge, skills, intentions, but also those of the recipient. 
In class, we discussed the case,  Appendix 1 2, Pedro and Maria, where Pedro did not understand Maria due to Communication noise, which can be Psychological noise, Environmental noise, Physical noise, Semantic noise. We have evidence of environmental noise from the place where the telephone conversation took place – the construction site. Another reason may be the semantic noise. Many Spanish speakers cannot distinguish the words "chicken" and "kitchen" in the English language, I personally have a problem with the numbers "eight" and "nine".
In this case, the model of communication is Shannon-Weaver Model.
It could have been prevented if the Berlo’s model had been used.
1. Source- Maria – she must know that he works outside.
2. Message - more details about, soup, fry, salad or etc. 
3. Channel - speak loudly.
4. Receiver - Pedro and Maria must have communication skills, knowledge, and attitudes that are on an equal level of development.
In conclusion, Berlo's linear communication model is based on Shannon and Weaver's model, however, it is expanded with various additional accents. What's new is the requirement for bilateral and equal ties between the source of information and the message's recipient. To put it another way, linear communication necessitates the conviction that "I understand you," which must be expressed on both sides at the same time and in the same way. In this view, matching necessitates a set of attitudes, knowledge, communication abilities, and other factors.




[bookmark: _Toc91781748]3. COMMUNICATION SKILLS

Our interpersonal interactions are determined by our communication abilities; accordingly, we must communicate effectively at work, with our friends, family, and in general with everyone around us. Knowing and mastering fundamental communication skills has several advantages, including assisting in the resolution of disagreements and establishing trust and mutual respect.
When confronting a job interview or living as a couple, for example, effective communication skills are critical. Even though communication appears to be easy, most of what we say is misunderstood or misread. Naturally, this may lead to difficulties in both our work and personal lives. Despite it is part of basic social skills, being a proficient communicator may be vital in personal relationships, the success of our professional careers, as well as our self-esteem and self-confidence. The happiest individuals have communication abilities that enable them to manage more effectively with the numerous scenarios that emerge in their everyday lives (Stoitsova, 1992). 
In specialist literature communications, are accepted as two main forms as they named Verbal communication and Non-verbal communication. “In real human interactions, these two channels are parallel and exchange information at the same time” (Argyle, M. and Henderson, M., 1985).
[image: ]Figure 4, Types of Communication



3.1   Verbal Communication: Spoken or oral; written (types)
· Spoken or oral communication 
 (
Figure 
5
, Types of Oral Communication
)[image: ]“Oral Communication” is the spoken conveyance of orders, messages, or ideas. It might be face-to-face or via phone.
Verbal communication can occur directly between individuals or groups or through meetings and conferences. Regardless of the tool, it saves time and allows human communication. This promotes a friendly and cooperative atmosphere, facilitates quick understanding and appropriate explanation, and generates interest.
The speaker can also see the listener's reaction. Again, it's best for private or urgent discussions. It is not suited if the speaker-listener distance is too long. It is also inappropriate when the message is lengthy and intended for multiple recipients. They don't give the listener enough time to think, act, and react.
· Written Communication:
The term “written communication” refers to the transmission of a message, order, or instruction in writing by a letter, circular, manual, report, telegram, office memo, bulletin, or other means. [image: ] (
Figure 
6
, 
Types of Written Communication
)It creates proof and can be sent to multiple people at once.
It allows the receiver to think, act, and react. Effective written communication is clear, succinct, and thorough. It is also time-consuming and costly, cannot maintain confidentiality, is difficult to explain, has no chance of explanation, is less flexible and ineffective in an emergency. 
During the course, we practised written communication as informal and formal email, Appendix 1 3, Informal letter, Appendix 1 4, Formal letter.


   3.2 Non-Verbal – body language (gestures, facial expressions,                                        posture, tone and pitch of voice, signals and signs.
[image: ]Communication can be accomplished through body movement, facial expression, grin, modulation of voice, sign, handshake, hand rubbing, eye-to-eye contact, and walking style, among other means. The term 'Gestural Communication' refers to communication that  (
Figure 
7
, 
Defining elements of 
N
on-verbal 
C
ommunication
)occurs through bodily gestures.
Analysing different sources, below are some tips on how to prevent leaving a terrible impression and attract people through gestures. 	
· You should not stand too close - it makes people feel uncomfortable. Most people consider the 4 square feet of space immediately surrounding their body to be personal space.
· Do not check the time or inspect your fingernails – it is a strong sign of boredom. Never glance at the time when you are speaking with someone
· Do not narrow your eyes – If you want to give someone the impression that you do not like them (or their ideas), narrow your eyes while looking at them.
Learning a nonverbal language is a challenging endeavour that requires a lot of time and effort, but it is a crucial step in ensuring our business success. By success, I mean that if a person can read nonverbal cues, he can also control his own body language and emotions, which almost always ensures success. Although not everyone can effectively communicate vocally, everyone may learn to non-communicate or comprehend non-verbal information. (Farnsworth, 2019) (Chapman, A., McCarthy, S., 2017)

[bookmark: _Toc91781749]        3.3  Listening 

· Active listening - paying attention and not doing other things like reading your phone, filing your nails, assuming what the other person is going to say or completing their sentences . Active listening involves paying close attention to what the speaker is saying. It takes more listening than speaking. Being an active listener, you must first comprehend the speaker's point of view (whether you agree or not) and then transmit that understanding back to the speaker.
[image: ]
Figure 8, Active listening
Relating to the listening skills is case discussed in class, Appendix 1 5, Max the Multitasker. The case demonstrates both parties' inability to listen effectively. In this situation, the consumer is the one who bears the brunt of the consequences and pays a large price as a result. If we read the story attentively, we will notice that the customer becomes a close friend due to favourable conditions, as evidenced by the contractor's financial and familial situation being mentioned. As a result, the client's fault is: The discussion over altering the party took place in a hostile environment. Outside the office, the contractor was meeting with another client, and it was somewhat noisy. She had to remind him of the new party date once more. She did not use open-ended questions
In terms of the contractor's behaviour, perhaps in the future, he might devise a system that limits multitasking behaviours, such as not accepting phone calls unless they are from 911 when he is in meetings. This narrative has many lessons for everyone, not the least of which is tolerance.
· [bookmark: _Toc91781750]Empathetic listening – listening and trying to put yourself in the speaker’s shoes.
[image: ] (
Figure 
9
, 
Levels of listening quality
)Listening without bias or distraction is the greatest value you can pay another person. (Denis Waitley) 
Empathy is a superior and highly advanced state of human relationships. It means learning how to put yourself in someone’s shoes in order to feel what they feel. 
Empathy – in and of itself – is neither positive nor negative: we may also use it to comprehend how outlaws and killers think and predict their next action (strategic empathy).
The most difficult part of empathic listening is the suspension of judgement. If anyone says, “I threw the rubbish bag out the window”, it is impossible not to judge. Yet, “suspending the judgement” means precisely that – and not to “make judgement disappear”. Suspending it is fundamental in order to understand what, where, how and why certain things happens. If we did not do it, we would miss a large part of the information we could obtain. 
[bookmark: _Toc91781751]4. CONCLUSION
Communicative culture presupposes the existence of intellectual, mental, and social readiness of the individual to communicate. One needs other people, and this is a basic need, vital for him. The communication of the individual with others, his interaction with society contributes to the formation and affirmation of his personality, to master knowledge, experience, behaviour. In modern conditions, its capabilities are significantly expanded areas of communication, which requires and contributes to increase the importance of communication skills and personality culture. Communication provides an opportunity for social affirmation of the individual through the continuous expansion of individual experience.  It is no coincidence that Antoine de Saint-Exupery wrote that "Human communication is the only source of prosperity."
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[bookmark: _Toc91781753]Appendix

[bookmark: _Ref91507810][bookmark: _Ref91429094][bookmark: _Toc91781754]Appendix 1 1, Example of Shannon-Weaver Model.  
[bookmark: _Toc91781755]Example of Shannon Weaver Model
A businessman sends a message via phone text to his worker about a meeting happening about their brand promotion. The worker does not receive the full message because of noise. It goes like this:
Businessman: We have a meeting at the office (“at 8 am” goes missing due to phone network disruption or noise)
Here,
Sender: Businessman
Encoder: Telephone network company
Channel: Mobile network
Noise: Missing text due to disruption
Decoder: Mobile phone
Receiver: Worker



                           







[bookmark: _Ref91776910][bookmark: _Toc91781756]  Appendix 1 2, Pedro and Maria

MARIA and PEDRO

Pedro works on a building site and Maria is his wife.
One day Maria phoned Pedro.
‘Hello, Pedro, when you’re coming home, see if you can get me a chicken.’
‘Okay,’ replied Pedro.
When he got home, Pedro took off his boots and coat and went into the kitchen.
‘Maria, where are you?’ He said.
‘Here – in the sitting room,’ she said.
When Pedro went into the sitting room, Maria said, ‘Where is the chicken?’
‘What Chicken?’ Asked Pedro.
The one I asked you to get on your way home.’
Oh, no! I thought you said when I come home I will see you in the kitchen!

Q: Why do you think Pedro misunderstood Maria?
Q: Whose Model of Communication explains this confusion and why?
Q: How could this have been prevented?
Q: Whose Model of Communication explains how it could have been avoided?



[bookmark: _Ref91590853][bookmark: _Ref91590879][bookmark: _Toc91781757]Appendix 1 3, Informal letter

My dear Joanna,


How are you? I hope you are in the pink of health.
I am still in Bulgaria, and here I am very busy, that is why I did not write to you very often. For the last three weeks, I have been to Greece, Cyprus and I plan to go to Italy next week. 
Next year, I will be back in London and promise to tell you many exciting stories about my trips.

A lot of love,
Mariya













[bookmark: _Ref91590858][bookmark: _Ref91590897][bookmark: _Toc91781758]Appendix 1 4, Formal letter


Mariya Ananova
98 Altmore avenue
London
Maria_ananova@mail.com

October 31, 2021
The Manager
NHS
London


Dear Mr/Mrs,
I am writing this letter to inform you that today we had a fake fire signal. It happened at 9 am, and we were able to start work at 12 am. 
The rest of the day, we hardly manage to serve all issues. 
For more information, don't hesitate to get in touch with me. 



Yours sincerely,
Mariya Ananova


[bookmark: _Ref91596206][bookmark: _Toc91781759]Appendix 1 5, Max the Multitasker
MAX the MULTITASKER: A Case Study adapted from Quintanilla, K. M. & Wahl, S.T in Maund, A,. Shriek, M and Tinkler, A, Certificate in Higher Education: Skills for the Workplace. London. Sage
Max was very good at planning and organising events such as weddings, birthdays and other anniversaries, so he decided to start a business from his home where he received enquires and made bookings for clients. He didn’t have much money, so he did all the work by himself and depended on satisfied clients telling other people about his services instead of paying for advertisements.
One such client was Tamara whose wedding Max had organised two years earlier. All the guests had had a wonderful time, and some had even hired Max to plan various activities. Now, Tamara wanted Max to plan her parents’ 50th Wedding anniversary for a hundred and fifty guests at a special venue, the Dorchester Plaza. Max agreed, even though he was so busy that he found himself doing the jobs of secretary and receptionist by answering the phones, taking bookings and phoning around to book various venues.
‘Why don’t you employ somebody to help you?’
‘I can’t afford it. My mother has an incurable illness and I must pay for her to stay in a nursing home. Also, her medicines are extremely expensive’, said Max.
‘Oh, I’m sorry to hear.’
Two weeks later, Tamara phoned him on his mobile as his landline was busy. When he answered, he told her that he was on the phone to another client, but she said that all she wanted to do was to bring forward the party to a week earlier as her father had to go into hospital on the date earlier agreed. Max said that it wasn’t a problem and they agreed on a new date.
When the day came, Tamara, her parents and their guests turned up at the hotel only to find that there was another party in progress. They were all upset, and Tamara was crying as she phoned Max to find out what had gone wrong. Max apologised and said how sorry he was but that he had forgotten to write the new date in his diary because he had been talking to another client on the other phone and he couldn’t afford to employ anyone to help him. He said he could organise the party for her parents at half the cost any time after her father came out of hospital, but Tamara was so angry and upset that said she would never trust him again and she would tell all her friends what he had done. She called him a rude name and hung up.
Max tried to phone her many times after, but she didn’t answer.
1) What element of communication do you think was responsible for what happened?

2) How could it have been prevented?
3) Was Tamara right to behave in the way she did?
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