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1. Introduction.

 Communication is the representation of a concept, verbal, visual or vocal that is read, interpreted, and heard by another person (Sen, 2009). 
 Employers consider communication to be one of the fundamental skills that any graduate should possess, claiming that it is essential for finding jobs and achieving good career results. Basic oral and written skills, the ability to interact in work groups and teams of people from various backgrounds, as well as when engaging in problem solving and conflict management, are also important communication skills in the workplace (P. Morreale, 2000). 
The quality of communication is determined by the elements in the communication process: sender, encoding the message, transmitting the message through a medium, receiving the message, decoding process, noise on the channel and feedback (Lunenburg, 2010). 
 Effective communication is a two-way process that involves both sender and receiver effort and experience (Lunenburg, 2010). If one of the rings of communication process fails the consequences may be devastating for the sender, receiver or for service user depending on the situation.
 In this report I am going to focus on the Models of communication, communication skills and the importance of effective communication at the workplace. 

2. Models of Communication.

 Many people are concerned about communication, and a lot of research, work, and discussion has gone into various communication situations (Lee, 1983).
 Below, I will be focusing on three Models of Communications:
· Shannon – Weaver Mathematical Model, 1949.
· Berlo’s Model of Communication.
· Schramm’s Model of Communication, 1954.

2.1. Shannon-Weaver Model is the model of all Models. 
 Shannon and Weaver is a linear theory in which a sender sends a message through an encoder. The message is decoded at the receiver and passed to the destination as it is represented in a Fig.1. However, in the process of transmission the noise could distort the message.

Fig.1. Shannon-Weaver Model of Communication (Lee, 1983).
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    Shannon and Weaver were troubled by the background noise in the communication system. Weaver said that noise ‘’ […] may be distortions of sound (in telephony, for example) or static (in radio), or distortions in shape or shading of picture (television), or errors in transmission (telegraph or facsimile)’’ (Lee, 1983). 
They highlighted that a source and destination is not enough for good communication. You must be aware of the noise around you because it does not make a difference how hard you are trying to send the message; the receiver may not understand you because of background noise.
The concept of noise helps in efficient communication by eliminating noise or problems that generate noise. In this model, communication is considered measurable and in relation to the message sent by the sender, feedback is considered less relevant (Moodle).




2.2. Berlo’s Model of Communication. 
In his communication model, Berlo highlighted the importance of the psychological standpoint.
 The model consists of four parts: source, message, channel, and receiver as represented in Fig.2 (Lee, 1983).

 Fig 2. Berlo’s Model of Communication (Lee, 1983).- Communication Skills
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  Berlo’s Model outlines factors that can influence the individual components of communication, resulting in more efficient communication. Any form of communication must begin from a source. Several factors influence how a source behaves during the communication process. They include the source's communication abilities, which include his or her ability to think, draw, and speak. They may also involve feelings about the audience, the subject matter, themselves, or any other aspect relevant to the situation. The socio-cultural environment in which the source lives, such as social background, schooling, friends, salary, and culture, also must be taken in consideration (Lee, 1983).
 A source sends the message to the recipient. It is necessary to use a code or language and look at that code in terms of how simple or complicated it is for the audience to understand (Lee, 1983).
 Smelling, tasting, feeling, listening, and seeing are all examples of channels. Before sending a response, you should consider the channel. The more channels you can use and the more you can adapt your message to the people who are receiving it, the more powerful it will be (Lee, 1983).
 The recipient is the individual or people who make up your message to audience. Consider communication abilities in terms of a receiver's ability to hear, read, or use his or her other senses. The receiver's attitude toward the source, himself, and the message is referred to as attitude. The recipient may or may not have as much knowledge as the source. The receiver's interpretation of the message would be influenced by the socio-cultural aspect and culture (Lee, 1983).
2.3. Schramm’s Model of Communication, 1954.
 Schramm's model is a circular model, from sender to receiver and back to sender as is represented in Fig.3. 


Fig. 3. Schramm’s Model of Communication (Lee, 1983).


 
 In an ideal world, the source encodes a message and sends it through the channel to its destination, where it is received and decoded. Considering the sociological factors, Schramm points out that for understanding to occur between the source and the destination, they must have something in common (Lee, 1983).
 He also states that communication is not complete until the sender receives feedback from the receiver. To ensure that the receiver understood the message, the sender must receive feedback from the receiver (MOODLE).

3. Communication skills.
 Good communication skills can help you get through life more smoothly and strengthen your relationships with others. Communication skills can be verbal and non-verbal.
 What we say is what verbal communication is all about; it is a vital way of getting our message across. Verbal communication can be both written and spoken, but I am going to focus mainly on spoken communication in a next few paragraph. 
 The terms we use may have a significant impact on whether others understand us. A conversation with a friend differs significantly from a business conversation; the terms you used with a colleague may be far more technical. Words you pick, how you say them, and how you reinforce them with other non-verbal communication are all important aspects of effective speaking. The tone of your voice and the intensity at which you talk are also important factors (Skills you need).
 In a process of communication reflection is the act of paraphrasing and restating what the other person has just spoken to ensure that you understand what they have said. Sometimes you may need to clarify things to gather more knowledge which will you to understand something better (Skills you need).
 A message does not refer only to the words articulated or the information communicated, but it also refers to nonverbal signals such as facial expressions, tone of voice, gestures, and body language (Skills you need).
 Understanding body language is crucial because it contributes for more than half of a message's effect. Another reason to pay attention to body language is that it is frequently more trustworthy than verbal communication (McKay, 2009).
 Body gestures may be used to highlight or illustrate what an individual is saying, as well as provide details about a person's emotions and attitudes. Body movements, on the other hand, can conflict with what is being said. Such discrepancies in behaviour can be noticeable by a professional observer and used as a guide to what someone is really feeling and thinking (Skills you need).
 The most expressive part of the body is the face. Looking at someone’s face along with their actions helps identify fillings and attitudes (McKay, 2009). 
Eye contact is a crucial feature of nonverbal communication that serves three purposes: the ability to provide and receive feedback, to indicate when it is a partner's turn to talk, and to convey information about a person-to-person relationship (Skills you need).

4. Refer to case study.

4.1. ‘Pedro and Maria’ case study.
 While reflecting on this case study, it is necessary to highlight that Pedro misunderstood Maria because of noise in the channel as he is working on a building site. He confused the words ‘chicken’ with ‘kitchen’.
According to Shannon’s and Weaver Model, Maria as a sender did not choose the right channel to send the message thus it became lost. 
Pedro gets the message by a sense, hearing, as the communication flows through a channel which affects the channel's effectiveness, according to Berlo’s Model of Communication.
 According to Schramm’s model, during the communication process, the most important is feedback: the sender must be certain that the receiver understood the message. In this case, Maria could ask Pedro over the phone if he understood the task (message) or she could text him to make sure he buys a chicken for dinner. Pedro could also call his wife after work, to reinforce the instructions.
Overall, in the ‘Pedro and Maria’ case study, there is a barrier in understanding in the process of communication as Maria made a poor choice of channel and she did not seek feedback. 
4.2. ‘Professor and village people’ case study.
 In this case study, village people did not help the desperate professor as they did not understand the message: ‘The edifice is being consumed by a great conflagration’. 
 According to Berlo’s Model of Communication the problem is the sender. When the professor chose the words for his message, he did not take in consideration that the receiver was village people who have basic education and are doing manual work. He did not have the right attitude towards the receiver and the receiver replied with the same attitude towards sender.
The professor could use a mixture of clear, accurate instructions with simple language alike ‘My house is on fire, please help!’ and non-verbal gestures to highlight the urgency. The Welsh villagers may not be familiar with English terminology and as such it stirred confusion.
Whilst analysing this case study from Berlo’s perspective, I can highlight that it is a communication issue caused by language and semantic barrier which creates a communication gap between sender and receiver.

5. Examples of poor communication from the workplace. 

1) I was working in a busy dental practice as a dental nurse. Being the only qualified nurse at the practice at the time meant I had to manage 2 trainee dental nurses along with helping and supporting temporary nurses whilst also maintaining practice operation, checking stocks, and ensuring patient and staff satisfaction.
 When I enunciated internal problems to my manager, I got the recurring ‘I have no clue’ answer and was advised to contact the area manager. Forcibly, I took on the decision-making responsibility as the patient interests always comes first (GDC standards). 
 After a few months, it became apparent that I became overwhelmed with responsibilities that should have been part of the manager’s role whilst also feeling unappreciated and unmotivated due to a terrible work environment. In the end, I decided to resign as I felt a great sense of fatigue and could feel the consequences of work on my health and wellbeing.
Analysing the case study at the workplace from Berlo’s Model of Communication prospective I think the receiver was a problem. 
Firstly, the manager was unresponsive to my inquiries due to limited knowledge and experience. I feel that she needs additional training in management of people and problem-solving.
 Secondly, she presented the wrong attitude towards my messages and refused to listen which I consider to be due to the increased pressure coming with the role.
Sender could also be part of the problem as I did not attempt to discuss problems quicker whilst taking into consideration her experience. 
In my case, I consider the barriers to be the receiver attitude and values as well as the ability to listen compared to those in an effective communication.
2) At the same workplace, after realising the immense number of responsibilities placed on me, I took the chance to email my boss and communicate my issues related to the manager and team work also requesting a pay rise after taking these factors in consideration. He gave a short reply outlining that he will investigate. After one month, no changes were made, and I felt apathetic, and I decided to quit my job. 
The main problem I feel was the principles of the receiver and my channel of communication according to Shannon and Weaver’s Model of Communication. I could choose a different channel, request a meeting, discuss the internal problems, and seek action.
Cooper stated that we cannot blame the manager for anything that goes wrong with communication. Each person can demonstrate how successful communication works. Communication is efficient and respect for each other's role grows if we remain aware of the role each of us plays in ensuring that what we say is heard and understood (Cooper, 2010).

6. Conclusion.
Communication is playing a central role in our life and must be looked at this process from many aspects. For an effective communication, you must take the attitude towards the audience, knowledge, social class, and culture of the person you are addressing in consideration. 
The feedback in a communication process is crucial as it ensures the sender knows that the receiver is on the same line. 
The communication skills which you are developing during your life along with knowledge and experience are key aspects at the workplace which are guiding you on problem solving and decision-making process.   
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MARIA and PEDRO

Pecro works on a building site and Maria s his wife.
One day Maria phoned Pedro

“Hell, Pedro, when you're coming home,see if you can get me a chicken.
“Okay/ repled pedro.

When he got home, Peco took offhis boots and coat and went into the kitchen.
“Maria, where are you? He said.

Here ~in the stting room; she sac.

When Pedro went into the stting room, Mariasaid, Where i the chicken?
“What Chicken? Asked Pedr.

The ane | asked you to get on your way home.”

Oh, nol I thought you said when | come home | willsee you in the ktchen!

4. @: Why do you think Pedro misunderstood Maria?
. Q: Whose Model of Communication explains this confusion and why?

3. Q:How could this have been prevented?

4. Q: Whose Model of Communication explains how it could have been avoided?
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Appendix 2.
‘THE PROFESSOR and THE VILLAGE PEOPLE

oyt 9

A Professor of English at a well-known Welsh University fived in a large house not far from a
litle village. He never went into the village, bur shopped in the town near the University
because he had nothing in common with the village people, who were largely uneducated
‘and did manual jobs.

One night, the professor fellasleep while smoking his pipe and the pipe fell onto the carpet
and started afire.

“The edifice is being consumed by a great conflagration!’

“Don't you understand?” He said. “The edifice is being consumed by a great conflagration”
‘They ignored him

When the Professor returned home, he saw that his house had been completely destroyed.
He sat down on the ground and wept.

The next day, he went into the village crying. ‘Why, oh why didn't you help me? My home
has been destroyed by the fire. | came and begged you last ight.” He wept.

1. @: Why didn't the village people help the Professor?
), : What should he have done to get them to help him?
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