REPORT









“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).”



Dominika Klaudia Matug 2020974BMSW4002 Effective Team Work and Communication
UNIVERSITY OF WALES TRINITY SAINT DAVID
LECTURER: EJIRO ESOHWODE




Contents
Introduction	2
Models of communication	2
Shannon and Weaver (1948/49)	2
Schramm (1954)	3
Berlo (1964)	3
Communication skills	4
Example of poor communication at workplace	5
Conclusion	6
References	7


 
[bookmark: _Toc81247421]Introduction 
Communication is the interaction of two or more people, consisting of the exchange of information between them of a cognitive or affective-evaluative nature. Usually, communication is included in the practical interaction of people (joint work, learning, collective play, etc.), provides planning, implementation, and control of their activities. At the same time, communication satisfies a person's special need for contact with other people. The explanation of the communication process has been approached from different points of view, as progress has been made in its analysis. Knowing what communication is and how it occurs is vital for people. It is because it helps us to improve our communications with others, both professionally and personally. On the other hand, the field for the observation of interpersonal communication processes is kept in mind in every interaction with others. This makes it easier for us to understand its elements and the role we play in these processes. When we know how communication works, we can improve it by conveying messages with greater precision. Also, we will understand others better and reduce errors. Ultimately, we will communicate effectively. Thus, this effective communication will help us to improve in our work and in personal life. This report reviews the different models of the communication process; from the beginning, a one-way perspective, or information transmission; up to the most recent, which considers the communication process as a transaction model. 
[bookmark: _Toc81247422]Models of communication 
The basic elements of the communication process include sender and receiver, who are the participants in the communication process. For its part, the message is the content transmitted. This transmission is done by converting thoughts into communication, through encoding. The following are the three basic models of communication that were discussed:
[bookmark: _Toc81247423]Shannon and Weaver (1948/49)
In 1949 the mathematician Claude E. Shannon and the electronics engineer Warren Weaver published “The Mathematical Theory of Communication”. In their work, they summarized the experience of their research on the problems of improving the quality of communication for the Bell Telephone Laboratory. This largely determined the engineering nature of the created model, its practical orientation. The authors proposed a model for accurate quantitative analysis of the information transfer process. Researchers and practitioners were able to use this model to assess the quality of information transmission from source to receiver and to discover variables that might influence communication characteristics. In communication studies, Shannon and Weaver identify three levels of problems (Eveland and Cooper, 2013):
a) Technical difficulties (Level A): How precise can communication signals be conveyed?
b) Level B (semantic issues): Do the conveyed characters properly represent the intended meaning?
c) Level C (efficiency problems) - How well does the recipient's perception of meaning affect their behavior in the way that the source desires??
Technical problems of level A at the time of the creation of the model demanded the first-priority solution, and it was for their analysis that it was originally created.
Semantic problems of the second level are also possible to describe, but much more difficult to resolve, although Shannon and Weaver believe that the meaning is contained in the message and, thus, improved decoding will also strengthen the semantic adequacy of the communicative interaction. However, here cultural factors come into force that are not included in the model and is described by other, more complex variables (Eveland and Cooper, 2013).
The third level involves considering the extent to which the recipient's response to the message corresponds to the goals of the source, whether there have been distortions in this, the most important parameter for the communicator.
Shannon and Weaver argue that all three levels are interconnected and interdependent and that their model, although derived from level A, is able to work effectively on all three levels. The problem of researching communication at each individual level and at all three together, in their opinion, is to understand how the accuracy and efficiency of the communication process can be improved.
Thus, the authors were primarily interested in analyzing the technical aspects of telephone/telegraph and, in general, technically mediated communication, such as, for example, the relationship between the speed and accuracy of message transmission. But the approach they proposed can be applied to most types of information exchange between social actors. It is for this reason that the model under consideration, up to the present time, is one of the most authoritative and often used.
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Schramm was one of the first to draw attention to the need to incorporate feedback into the communication system. It should be noted his important role in the creation of the science of communication, in the late 1940s. He became the first professor of this discipline in the United States and organized the first institute for the study of communication problems. Actually, Schramm did not revise the main elements and their functions proposed in Shannon's concept. In his model, practically the same functions are considered, which need the same elements for execution. For example, coding combines the creation of a message and its transformation into a transmitted signal, and decoding and interpretation, in turn, are similar to the recipient's recovery of the semantic content of the message from the received signal. The difference is that Schramm, in his model, focuses on the behavior of the participants in the communication process, while the focus of K. Shannon and W. Weaver was mainly on communication channels, their quantitative and qualitative characteristics (Eveland and Cooper, 2013).
[bookmark: _Toc81247425]Berlo (1964)
The basic model when considering the communication process is usually considered the model of the American specialist D. Berlo, proposed by him in 1960. It is also called by the name of its elements in the form of the abbreviation ISCP (SMCP): source - message - channel - recipient. Individuals, groups of people, social institutions that initiate the communication process can act as a source or sender of a message. In order for the message to be correctly understood by the recipient, coding is necessary, i.e. bringing the idea (idea) of the sender to the recipient. After mastering the sent information (message) and processing it, the recipient sends a new message to the source (sender), and for this, he has to resort to decoration, i.e. the reverse of the process of translating the encoded message into the language, understandable to the sender. The transmission of a message (after encoding) to the recipient or, conversely, (after decoding) to the sender is carried out through special channels (telegraph, telephone, wireless). The factors limiting the effectiveness of communication are the environment (external conditions), technical means, and the person himself, which create the problem of communication barriers (Eveland and Cooper, 2013).
The information accompanying communication has fundamentally different nature in comparison with the traditional symbols of political and economic power, they are more democratic in comparison with the state, land, and capital. If the state, land, and capital are finite, then information can be "generated and accumulated infinitely." Similarly, if the state, land, and capital have a limited number of users, then information is available simultaneously to any number of them. Therefore, the transformation of information into a limiting factor of production and society changes the nature of power. Along with the traditional objects of property that give the power of their subjects, there is information. Therefore, encoding and decoding signals of verbal and non-verbal communication is a difficult task, the successful solution of which depends on both external communication situations. 
[bookmark: _Toc81247426]Communication skills
Communication, being a complex socio-psychological process of mutual understanding between people, is carried out through the following main channels: speech (verbal - "oral, verbal") and non-verbal (non-verbal) communication channels. Speech, as a means of communication, simultaneously acts as a source of information and as a way of influencing the interlocutor. 
The structure of verbal communication includes:
1. The meaning and meaning of words, phrases ("The mind of a person is manifested in the clarity of his speech"). The accuracy of the use of the word, its expressiveness, and accessibility. The correctness of the construction of the phrase and its intelligibility, the correct pronunciation of sounds, words, the expressiveness and meaning of intonation play an important role.
2. Speech sound phenomena: speech rate (fast, medium, slow), pitch modulation (smooth, sharp), tone of voice (high, low), rhythm (even, intermittent), timbre (rolling, hoarse, squeaky), intonation, the diction of speech. Observations show that the most attractive in communication is a smooth, calm, measured manner of speech (Back, Tulsky, and Arnold, 2020).
3. Expressive qualities of the voice: characteristic specific sounds that arise during communication: laughter, humming, crying, whispering, sighing, etc .; separation sounds are a cough; zero sounds - pauses, as well as sounds of nasalization - "hmm-hmm", "uh-uh", etc
The following spiders study non-verbal communication: 
1. Kinestika studies the external manifestations of human feelings and emotions; mimicry - the movement of the muscles of the face, gestures - gesture movements of individual parts of the body, pantomime - the motor skills of the whole body: posture, posture, bows, gait.
2. Takeshika studies touch in a communication situation: handshake, kissing, touching, stroking, pushing away, etc.
3. Prosemica explores the location of people in space when communicating. The following zones of distance in human contact are distinguished:
- Only close, well-known individuals are permitted in this zone (15-45 cm), which is characterized by trust, a low voice in the conversation, physical contact, and touch. According to studies, violating the intimate zone causes physiological changes in the body, such as increased heart rate, higher adrenaline production, blood rush to the brain, and so on. Premature invasion of the personal zone during conversation is always seen as a threat to the interlocutor's integrity.
- A personal, or personal, zone (45-120 cm) for everyday conversation with friends and colleagues assumes only visual-eye contact between partners who support the conversation;
- the social zone (120-400 cm) is usually observed during official meetings in offices, teaching, and other office premises, as a rule, with those who are not very well known;
- A public area (over 400 cm) implies communication with a large group of people - in a lecture hall, at a rally, etc (Barker, 2010).
[bookmark: _Toc81247427]Example of poor communication at workplace
Every day, we communicate with a variety of individuals. And every one of us has observed that although some individuals have an easy time finding a common language and mutual understanding, others have difficulty communicating. Such challenges may be overcome by learning constructive communication skills and overcoming different communication obstacles. Communicative barriers are psychological roadblocks that prevent proper information transmission. An example of poor communication I have witnessed at my workplace is described in the following section (Nguyen, Karney, and Bradbury, 2020).
It is known that the same words can mean different things to different people. Age, education, level of general culture are the most important factors affecting the content of any person's speech. At the same time, people use words and terms that are familiar to themselves, believing that the recipients of the information understand them accordingly. This is often not true, creating communication difficulties. Therefore, any manager always faces the task of using easily understandable words and phrases so that the message sent to the address of an employee corresponds to his thesaurus (stock of knowledge and terms). At my job, for example, the supervisor summons all employees to a morning meeting and informs them of their responsibilities for the day. She is an English speaker who talks rapidly to us, most of whom are foreigners who do not understand her. When she's done speaking, she walks out of the room, leaving a swarm of bewildered nurses behind. We are unable to seek clarification, which may be hazardous since one of our responsibilities is to provide medicine to patients, which requires precise instructions. If Maria and Pedro had received input, the misunderstanding might have been averted. Similarly, our boss should check to see whether we comprehended what she stated. As a result, there will be fewer misunderstandings and mishaps.
Sometimes it happens that even a well-realized thought is incorrectly (in a given situation) encoded by the communicator since he is simply not able to mentally put himself in the place of the person to whom the information is addressed, and expresses his message in inappropriate words. Sometimes this or that careless word or thoughtless phrase can painfully hurt the addressee of communication and cause him an acute emotional reaction of objection and opposition. This situation can turn into a conflict. Often, the communicator then has to convince the addressee of the communication for a long time that he misunderstood him, that he did not want to offend him, did not mean at all what the recipient of the information thought, etc (Murphy and Dunn, 2010).
[bookmark: _Toc81247428]Conclusion
It is sometimes advisable to strengthen formal controls to prevent information retention or even create communication audit teams to identify areas where information is missing or misrepresented. However, other opponents of such recommendations consider it necessary, on the contrary, to reduce formal control and a more "open climate of organizational trust."
Finally, it should be noted that in order to overcome various barriers to the transmission and perception of information in an organization, the participation of managers in training partner communication or communicative competence can be used. At the same time, the focus of such training is that sphere of interpersonal communication, which is included in business interaction. Here, in the classroom, the principle of psychological equality of the participants in the interaction and the need to take into account their interests, intentions, preferences and feelings are consistently implemented. The result of the participation of managers in such training is the improvement of their communicative competence, i.e. relevant knowledge, skills and abilities. 
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