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2 Abstract

The demonstration regarding the meaning of communication skills discussed in class, and
how they are used in the workplace, based on communication studies and all its different
characteristics. Discussion regarding verbal and non-verbal communication, the three
communication methods (Berlo-Shramm-Shannon and Weaver), how important it is to
recognize the difference between formal and informal writing and finally how essential it is
to have great communication skills in the workplace.

3 Introduction

What is skills communication and what is the best skill communication used on the
workplace? | Would like to discuss regarding those, based on the studies | have completed
on the first term, with my personal experience.

4 Methodology

Reading a book, write by (Koprovska, J 2008, p.5), | reasoned that communication is an
intentional act that serves us to send or receive different types of information, and this takes
place on both sides of both the recipient and the sender, following coded signals that have
specific rules; during the sending of a message (signal) a decoding process is created and
immediately afterwards various interpretation processes are created and from there that it
is then possible to give an iteration to the message itself. The code, therefore, is a
fundamental element of communication that consists in the exchange of information of
various kinds: if the message is not decoded, a disturbance is created on the information and
in communication it is called noise. During the first week we studied the difference between
verbal and non-verbal communication, and | have watched many videos, “Importance of
Nonverbal Communication—old”, (Jenkinson, 2017), which helped me to understand how
and when we use them, in personal life and especially in the workplace. Verbal
communication occurs when we write a report, a letter and also when we make a face-to-
face speech, and we need to follow very specific rules such as syntactic and grammar, while
the non-verbal one encompasses every time we communicate without using words , but



through different channels such as: looks, gestures or facial expressions, as an example
when we face a job interview, if we show nervousness or an incorrect posture in the way we
sit or even the way in which we gesticulate with the arms they make us understand that we
are not comfortable and therefore the employer can understand that not we have enough
knowledge in the field of the job we are looking for.

| am a bar manager and, | deal mainly with wines, | have been working with my company for
three years and my role is to communicate orders and decisions between the company and
employees, to make sales and purchases with wine suppliers by phone calls and e-mails,
manage a work group to give good service with the aim of receiving excellent reviews and
doing the economic good of the company, writing daily reports at the end of my shift. As
evidences, communication skills are present in all the actions we carry out in any context.

Is necessary to say that for a communication to take place, the following elements are
necessary: transmitter, receiver, code, channel, context, filters. The issuer, also called the
transmitter, is the one who sends the message and thus starts the communication. The
recipient, also called the recipient, is the one to whom the message is sent. The message,
also called content, concerns what is communicated and can be of various kinds. The code,
also called language, (verbal, non-verbal) concerns the way in which you communicate giving
a conventional meaning to the message. The channel is the means by which communication
takes place (verbally the voice, at a non-verbal level | mimic the face, gaze the eyes, the
posture the body, gait the movements, how we dressing, hands movement, etc.).The
context concerns the place, the moment and the circumstances in which it is communicated.
Other Non-verbal communication can be physical (noise, buzz, low volume of voice, silence)
and psychological (expectations, needs, prejudices, emotional experiences). While physical
filters are more easily manageable, psychological ones are more complex to avoid precisely
because they are almost always unaware, (Udemi Editor, 2020, The elements of
Communication).

In accordance with that argument | am going to mentioned Berlo’s, Shannon-Weaver and
Schramm’s models, that | have studied during the first term and | will discuss them in the
case of study. One of the topics that | have founded interesting and, moreover, | think it can
help me is Formal and Informal communication, from the book written by (Ma, F.). |
established how and when use them in different or similar contexts. Formal communication
is an official notification tool, which follows pre-established standards and routines, takes
more time and efforts, it is launched and monitored through specific organization policies. It
may include training, intranet systems, newsletters, and meetings, for example, to write a
letter in formal way is suggested follow specific rules, in order to highlight and clearly explain
why you are writing. Look for the words that most effectively and concisely announce your
message and you will reassure who is about to read. The tone is the same as if you were
talking face to face with the recipient to whom you are sending the formal letter, and
therefore it will only vary according to the situation. It is recommended to use abbreviations
before names such as: Mr, Madam, Dear, etc. Punctuation is also important for delivering a



clear and concise message. Instead, Informal communication represents a faster feedback
system, which gathers opinions at all levels and is high frequency as it affects the everyday
life of an organization. It involves all unofficial channels: from discussions in the canteen to
gossip, passing through facial expressions and body language, they are all informal means of
communication, an example would be an intimate and private conversation with a colleague
in the workplace, without considering the rules that are imposed by the company. Analysing
an event that happened at my workplace with a colleague, where | had sent him an email,
but to my carelessness | had not noticed that | had missed the subject and, therefore, the
incorrect communication generated confusion among all the staff, just realized what could
have created that disorder | decided to rectify my email apologizing to him in the first place
and immediately afterwards to the staff. For a possible career development we must
undertake communication as one of the first tasks to be achieved, its vast characteristics and
uses, will put us in front of situations that will create in us a state of possible
embarrassment, nervousness and in that case not making good use verbal language comes
automatically to express ourselves with the non-verbal language and in most of the times it
does not give a good first impression and image of ourselves. Most of the time when |
happen to face a work topic with my team | always try to create an atmosphere of serenity
so that they can feel comfortable and can communicate without distorting the content of
the message, but as in any meeting of work also happens to speak all together and therefore
create a state of confusion and it can happen that the content of the message is distorted,
and it is at that moment that | understand how much a single badly pronounced word can
change a work program and therefore create a high stress rate. (Ma, 2015).

5 Results

Matching with the studies we can conclude that | have learned from the first term how to
communicate according to the needs that the situation requires, how to write a letter, a
report or a memes in a formal and informal way and above all, how to communicate in the
world of work. In this section | would like to share my achievements and discuss it one by
one in the following order:



5.1 Case Study One
Berlo's Model of Communication
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In 1960 David Berlo invented the Sender / Message / Channel / Receiver communication
model. According to him "the model also known as" SMCR "is used in any form of
communication since it consists in having a person send the message following a source or
channel and then get to the receiver. The model, however, does not explain well the real
process and therefore the relationship that exists between those who send a message and
those who receive it. Developing with due research and studies it has been confirmed that
there is always a feedback circuit between the sender and the recipient of the message.
(Saud, Jufri, Rahman, and Salam. 2014 pp. 1033-1041).

Shannon & Weaver VMiodel of Communication
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5.2 Case Study Two

Shannon-Weaver (1949), the model is based on the concept of "signal transmission" from a
source to a receiver, by means of a communication channel. The emitted message is



transformed into a signal, transmitted through a channel, received and decoded
(interpreted) by a source. Within the process there are interferences (noise) at various
points, especially on the channel, distortions and degradations of the information (entropy),
and a feedback mechanism (feedback), in which the receiver returns information returning
to the source. (Er, M 2013 p.52-60).

5.3 Case Study Three

Willbur Schramm
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(1954) Schramm comes to conceive the communicative action as a continuum made of
coding-decoding-interpretation, to which a similar path occurs but in the opposite,
reciprocal direction, which continually enriches communication and introduces a conception
that sees it as mutual understanding, a continuous exchange of messages, meanings and
points of view that, although they will never be grasped in their deep essence, they will
produce. (Blythe, J 2010 pp.57-62)

5 Discussion

Communicating derives from the Latin verb To Communicate, which means to share, to
make common; therefore, when we communicate, we increase our shared knowledge.
Receiving information therefore corresponds to a process of acquiring knowledge which is
organized and transmitted in the form of propositions and therefore, in order to be able to
conceptualize and communicate it, language and models are used. In accordance with my
studies, | can deduce that the course of studies that | am doing is helping me to better
understand my current skills, and at the same it encourages me to learn more, related to the
job I am doing right now.



6 Conclusions

All the models presented provide important indications on the basic characteristics of the
human communication activity and, in this way, they provide valuable indications for those
who want to professionally dedicate themselves to writing memo-report-letters, in a
professional way. It is always useful to make appropriate use of communication by
evaluating our limits, it is never too late to do research, read articles and go to a good library
to improve the way of communication.

7 Recommendations

Recommendations to the readers of this Report to use the best communication skills in the
workplace, to ensure that new goals can be achieved without having any problems and
above all to create a relationship with the colleges without going beyond the personal life
line, and to conclude | would like people in everyday social life to give more importance and
respect to the use of communication especially when we are dealing with different cultures,
ethnic groups and religions.
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Appendices

Formal and Informal communication exercise
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