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1. [bookmark: _Hlk49625467][bookmark: _Toc49981258]INTRODUCTION
1.1 [bookmark: _Toc49981259][image: What is communication? - Entrepreneur Handbook]Communication
 According to Entrepreneur Handbook (2019) the origin of communication is Latin, communicare, to share. In this case, communication means to pass on information from one person to another.
People come into world with the ability to speak. They invented the first forms of writing over 3 millennium’s Before Christ, in Iraq. In Egypt they brought to light the hieroglyphs, in Greece was invented the phonetic style and the left to right writing and the first Encyclopaedia was dated over one millennium BC, the Syrians put it on paper.
Communication includes not only information as oral or written words but also opinions, views, images, manners. The way the information is transmitted differs, and depends on the participants, the environment, level of knowledge, space etc. This difference are the ones that might bring difficulties in the process.
1.2 [bookmark: _Toc49981260] Importance of communication in the workplace
According to Pat Bosworth, CEO of Leadership Choice, effective communication it is a skill that matter in any aspect of your life, but when is about work it brings the success of your business. There are few characteristics that speaks about the importance of communication at the workplace:
· Mitigates Conflict
In a diverse work environment, with people that speaks different languages, have different emotions, misunderstandings happen. A good communication means to be able to solve any conflict may appear, so that every team member feels appreciated. 
·  Enhance Employee Engagement
To communicate you need people skills, so that you easily create a bridge between you and your team members. Like this, you make them aware of the organizational goals, and engage them in all companies’ activities.
· Improves business partnerships
When you have meetings, face to face with your customers, best investment is communication courses for your team members. 
· Qualitative workforce 
Employees that are present, their behaviour is in line with the organization goals are every employers dream. But in order for this to happen they need motivate them, organise team-buildings meetings, encourage them to express their thought, their ideas.
1.3 [bookmark: _Toc49981261] Barriers to communication
Communication is not a smooth process, there are many factors involved (verbal, non-verbal, visual etc.) that can get in the way and may ruin our relationships. There are barriers that interfere in the communication and if we are aware of them, we can avoid unpleasant situations. (Goodwin College, 2018). We talk about:
· Lack of motivation at the workplace – if you are not happy with what you are doing is very difficult to have a good communication with your colleagues..
· Poor listening skills – if you are not able to listen to the others you can’t know their need, and making assumption leads to broken relationships.
· Lack of confidence and transparency – it is difficult to create strong teams with if you don’t have a solid communication base, where trust and clarity are valuable.
· Different communication methods – people have different communication style and this is related to how opened they can be towards other people.
· Conflicts between team members – If a conflict arise and is not solved in a positive manner can affect the working environment which reflects in productivity poor productivity.
· Different cultures, different languages – we need to acknowledge this difference and try to respect and understand every people behaviour, traditions, opinions.
[bookmark: _Toc49981262]1.4 Consequences of poor communication
Poor communication in a company is affecting not only the business success, the people also. There are several effects upon the organization (Kokemuller, 2019):
· Lack of trust – trust is essential in order to build relationships and for a business the communication between managers and worker is vital.
· The engagement of the people is poor – for good result employees need to know that they voice matter. This is manager’s duty.
· If the information and tasks are not properly shared and delegated by the managers at all levels, confusion, low productivity and time are just few consequences.
· Miscommunication between management and employees affects business partnerships, resulting in unsatisfied customers.
2. [bookmark: _Toc49981263]MODELS OF COMMUNICATION
2.1 [bookmark: _Toc49981264] Shannon-Weaver Model (1948)
This theory of communication formulated in 1948 by Claude Shannon and Warren Weaver it is a linear mode and originally was supposed to analyse the communication trough technological means. (Novak, 2019).
Which are the main characteristics of a communication process?
The Sender – the person who initiate the process by sending the message
The Encoder – transforms the message in signals
The Decoder – is putting together the message by the help of the received signals.
The Receiver – it the person that receives the message.
Noise – all the factors that may alter the message on his way to receiver.
Let’s see how it works:
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For instance, you speak with your friend over the phone and you tell him that you are wating for him at your house, and to drop by the supermarket to buy you a bottle of milk. In that moment, he had to suddenly break, as he was driving, and he drop the phone and he didn’t hear your last sentence. He picked up the phone and he asked: what did you say? You tell him what you need.
The sender is you, the person who initiate the call.
The encoder is the phone itself
The decoder is the mobile network
The receiver is the friend
And the noise is the moment of the break which leads to phone dropping.
What saved this situation was the feedback, the moment when the friend is asking: What did you say?
The main advantage of this concept is that speaks about the noise as the  factor that interrupt the communication chain, and being aware of the problem you can easily come up with the solution.
A disadvantage would be that it is a restricted model and sometimes the feedback is missing. Also, the people involved in the process are not equal, one is active, one is passive.
2.2 [bookmark: _Toc49981265] Osgood-Schramm Model (1954)
According to the website study.com, Charles Egerton Osgood is the promoter of the idea that communication is a circular process and needs 2 people in order to take place. Both of them are participating in the discussion.
Wilbur Schramm completed his theory with the idea that both participants needs to have the same interests and knowledge for an effective communication. 
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Which are the components of this circular model? 
Encoder – The person that initiates the communication.
Decoder – The person that receive the message.
Interpreter – is the one that give an intelligible meaning to the message.
You cannot receive the message if it is not interpreted. Also, if at the beginning of the conversation you are the sender, on the way you become a receiver, all the participants in communication will need to be interpreters as well.
The noise that characterize this model of communication is more a semantic one, due to a specific language, words you might not understand. Or a person sais something here and in the other something else is understood, because the message is modified by each person’s understanding.
The Pros of Osgood- Schramm model of communication
1. It is a dynamic mode, explain what changes can take place.
2. It is a two-way communication, both parts are active
3. Feedback plays an important role.
Cons of Osgood- Schramm model of communication
Does not speak about the balance of power that it is sometimes created during the communication, the barriers that may appear in this situation.
2.3 [bookmark: _Toc49981266] Berlo’s S-M-C-R Model (1960)
David Berlo  in 1960 created a theory that brings forward the reaction between sender (source) and receiver (destination) and the channel that contributes to this reaction. 
It was created on the Shannon-Weaver basis, but does not speak about noise or feedback. This is SMCR model and has 4 main characteristics:
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Source: the person that sends the message, needs few attributes:
· Communication skills –reading, writing, speaking, listening etc.
· Attitudes – how you behave with the others.
· Knowledge– In order to communicate you need to be familiar with the discussion’s topic.
· Social system – The place where the communication takes place.
· Culture: People from the same culture communicates better.
· Encoder: it is the same with the sender, the source is the one that clarifies the message.
Message
· Content – all the data included in the message.
· Elements – language, posture, face expression etc.
· Treatment – how the message ‘travel’ to the receiver.
· Structure– the shape of the message, how many parts has.
Code – How you sent the message, is it oral, written etc.?
Channel – the human being senses are becoming channels that conveys the messages:
· Hearing
· Seeing
· Touching
· Smelling
· Tasting
Decoder - the person that decodes the message and reveals its content.
Receiver - is the final destination, but he needs to have the same characteristic as the sender for the communication process to happen;
Disadvantages of Berlo’s SMCR model of communication:
· One-way communication model.
· No noise, no feedback.
· Not created to bring together all kinds of people, as the ones who communicate needs rhea same level of culture.
· Limits the human condition only to its five senses, nothing about the sixth sense, reasoning, analysing, which is characteristic for people
3. [bookmark: _Toc49981267]COMMUNICATION SKILLS
Communication is a key feature no matter the position you have in society. On the work market employers are looking for skilled person that can bring positive results in their company. (Doyle, A. 2019).
The main communication skills are:
[bookmark: _Toc49981268]3.1 Verbal Communication
Verbal communication does not refer only to the oral communication. It is a transferable skill that allows you to speak in public, to be clear and efficient. We speak about verbal communication at all the levels and in all the places, home, school, work. It is an important skill for trainers, sales persons, managers. The success of a workplace is ensured when the managers and employees are practicing the active listening, speaks clear, are open-minded, understand the importance of feedback.

[bookmark: _Toc49981269]3.2 Non-Verbal Communication
It is the ability to communicate without using words. The posture, face expression, voice tone, gestures and eye contact are the main features of nonverbal communication. Body language speaks so much about a person. When you cross your arms you show weakness, avoiding to look in someone’s eyes may seem lack of confidence, a defective posture it is affecting your professionalism. All this small thing contributes to your personal success and not only.
4. [bookmark: _Toc49981270]CONCLUSION
Paulo Freire said: ‘Only through communication can human life hold meaning’.
Communication it is a science and people, throughout the ages, from Aristotle to Shannon-Weaver tried to decode it and bring improvements to it. It is the sure way towards a a successful professional life.
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6. [bookmark: _Toc49981272]APPENDIX 
I am working as an administrator officer and as a TWI for a logistic company. I am always surrounded by people. There are emails to be sent, phones to be answered, customers to attend, colleagues to help to perform their job.
Sometimes, the miscommunication has repercussions upon the business, resulting in big fines.
An email was sent to a colleague regarding a collection for Netherland, he needs to book in the trailers to pick up the pallets that will be double stacked. There were 70 pallets. Because he didn’t pay attention to the email, he booked in 3 trailers, thinking that in one trailer you cannot put more than 26 pallets.
So, in the collection day, our business partners used only 2 trailers. As the trailer came from Netherland, our company had to support all the extra costs for the 3rd trailer.
Which was the issue?
My colleague did not possess the right communication skills, verbal ones, all he had to do was to read carefully the email, also, if he would have trust more his colleagues he could have asked in case he was not sure of the procedure.
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