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1. INTRODUCTION
In this report, I want to describe the knowledge I gained in the field of Communication. During this course, I learned about the types of communication skills and different models of communication skills. I will give some examples of poor communication from my own experience at work. I will try to analyse them using my knowledge of communication skills models. And come up with the right solution to these situations.

At first glance, communication seems like just a process of transmitting information, but in fact, it is a very difficult and broad topic. This process is influenced by many things: emotions, place of communication, mode of communication, etc. Effective communication is important in the workplace, regardless of the industry. A constructive success is always achieved by a team with good and effective communication abilities. Much of team life is defined by communication among group members. The communication patterns that evolve among individuals show individual goals, team goals, structure, and conventions. Interpersonal interaction is how tasks are completed and relationships are managed. However, not all communication is pleasant, and team performance may suffer as a result. (Griffith and Dunham, 2014)
But everyone can learn and practise effective communication skills. It is enough to understand how communication works, what types of communication are best, and what affects the quality of communication. (Effective communication skills, 2010).

2. MODELS OF COMMUNICATION

Consider the three Models of Communication that we discussed in this course.

The first model is the Shannon and Weaver model, which was created in 1948. Sharon was an engineer, and this linear model was created to improve telephone communication. Weaver applied it to all types of communication, so the model was named Shannon-Weaver.

In 1954, Wilber Schramm proposed a model of communication based on the two most important factors: encoding and decoding of information. He also stressed that there must be feedback for effective communication. The second model we discussed is called the Schramm model.

The next model we studied was the Berlo’s model, created in 1960. The communication components of this model are Sender-Message-Channel-Recipient (SMCR). But the main emphasis in this model is on the factors that affect the components.
2.1. Shannon and Weaver’s model (1948)
This is a five-element model: an information source that generates a message; a transmitter that encodes the message into signals; a channel to which signals are adapted for transmission; and a receiver that decodes the message from the signal. Noise, the sixth element, is a dysfunctional factor.
Case study 1: I am a baker who makes cookies. Andreas, my supervisor, called me from the office to inform me that the order's cookie quantity had increased. My co-worker Grace turned on the dough mixing machine, which is quite noisy, at the same time. I did not hear the new number of cookies in the order.
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According to Appendix1 we have:

Sender (Information source): Supervisor Andreas.

Encoder (Transmitter): Telephone Network Company.

Channel: Mobile network.

Decoder (Receiver): Mobile phone.

Receiver (Destination): is me.

Noise: Missing text due to disruption.
Transmission error is the noise from the mixer. The message is not complete; I do not know the quantity in the order.

In this example, if there was no noise, I would receive a message about the number of cookies in the new order. In the concept of the Shannon and Weaver Model, noise is a physical violation of the message. It was a negative communication experience. I lost a lot of time trying to re-contact the manager and get the message.
2.2. Schramm’s model (1960)
In 1954, Wilber Schramm presented a communication model. Information is useless until it is encrypted and passed on to others. Coding initiates the process of communication, turning thought into meaning. When the information reaches the recipient, his main goal is to understand the content. Until the other party can understand or decode the information, the message will not be useful. Thus, encoding and decoding are the two most important factors of effective communication. He also emphasizes that communication is incomplete if the sender does not receive feedback from the recipient. (Appendix 2)
Case study 2: My co-worker, Owsou, and I are not native English speakers. I once asked her if she had put the dough for tarts in the fridge. I wanted to find out because the dough must be in the fridge for at least one hour before making tarts. In response, I heard, "Yes please." After the break, I turned out that the dough was not in the fridge. I asked Owsou why she said yes to me. She did not answer, got angry, and a few minutes later, came to me with another co-worker, Olga, and asked her to repeat what I had asked. Olga is very fluent in English and understands different accents. She translated the question for her. As it turned out, Owsou first heard if the dough for tarts was ready. Now I remember this situation with humour, because Owsou just did not understand me. But then I thought she was ignoring me and did not want to work with me on the team.
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Here we have:

Sender: is me.

Encoder: I built the question incorrectly.

Decoder: Owsou, who understood the question in her own way.

Signal: my question.

Interpreter: Olga, who understood my question and interpreted it.

Receiver: Owsou.

Feedback: I received confirmation, massage from Owsou that she understood why this happened.

This is the Schramm’s model, according to Appendix 2. Our understanding of English and diverse accents influenced our communication. Encoding and decoding, in other words, are important communication processes. I also got feedback, which is another essential part of Schramm's communication model. In other words, the communication between me and Owsou became cyclical; there was an exchange of messages between Sender and Receiver.

2.3. Berlo’s model (1960)

David Berlo created the Sender-Message-Channel-Receiver (SMCR) communication model in 1960. He described factors that influence the different aspects of communication, resulting in more efficient communication. Berlo's Model describes the communication process through four major components. They are sender, message, channel, and receiver. Many factors influence each of the components. (Appendix3).
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Case study 3: It was my first week at the bakery, and I could not speak English. And I am always nervous while conversing because of my hearing loss, which I prefer not to discuss at first. As a result, senior manager Laura discussed the significance of the usage of allergens in food production. At first, she spoke very quietly and quickly, and then she included videos on the subject. I felt very uncomfortable. I did not understand anything of her speech. However, the videos assisted me in understanding the point. In the end, Laura just thanked him for the attention.

So, we have here:

Source: is senior manager Laura.
· Laura is fluent in the language, but her speech is fast and quiet.

· She had a passive attitude; in other words, she did not care if I understood something; she was just doing her job.

· Laura was well versed in the topic and knew its specifics.

· The meeting place was in the office, and it caused me some discomfort.

Massage: is the information that Laura gave me.
· The message was transmitted through speech and video clips.

· The message has content (using of allergens in food production).

· The structure of the message was clear and well organized.

Code: language and video.

Channel: is the medium used to send the message. In the example, the message was transmitted through the channels of Hearing, Seeing, Touching. 

Receiver: is me.

· I lacked communication skills and did not speak the language.

· I had a positive attitude and was interested.

· There was no knowledge in this area, and I was unfamiliar with many terms.

I got to the conclusion that communication was poor after evaluating the factors that influenced the receiver. If I improve my communication skills and knowledge, communication will be more effective.
3. COMMUNICATION SCILLS
The abilities you use when giving and receiving various types of information are known as communication skills. There are a few types of communication skills: verbal, non-verbal, listening, writing, etc. I'll try to describe the first three.
Case study 4: I work in a large bakery where more than 100 workers of different nationalities work. Workers must wear special, clean uniforms when working in production. If an employee uses a canteen, communal areas or goes outside, he must take off his uniform. Everywhere in such places were hung signs with the inscription "Take off your uniform." However, all, without exception, removed only the upper part of the uniform. After receiving a complaint from the director, supervisor Andreas assembled his team and reminded everyone of the rules and possible fines. Ruben, a young man who often smokes, muttered to himself that he would not do it because it would take a long time. Natalia, who has been working for a long time, did not listen to Andreas; she read the message on the phone. She was sure that nothing would change and that everything would be the same. Anna commented in Romanian, "not everyone is tracked" and laughed. Those who understood her also laughed. As a result, a week later, the situation with the uniform had not changed.
3.1. Verbal

Verbal communication encompasses both our words and our fillers (e.g., "um like"). Effective communication involves accurate interpretation of meanings that are co-created. Otherwise, the meanings of the words you communicate will not be understudy. (Maund, 2017).

Analyse case study 4. 
Situation: The supervisor informs his teams about non-compliance with hygiene rules. He organised the conversation because he had received a complaint from the director. The purpose of the communication was that all employees, without exception, must follow the rules of the company.

What went wrong: Andreas disorganized the text of the speech. He only duplicated the general rules, instead of emphasising the consequences of deviating from the rules. The style of his speech was not convincing.

Consequences: Nothing has changed in the behaviour of employees.

Problem solving: According to Alison Doyle (2020), the leader should not just tell his subordinates what to do and expect them to listen. Andreas needs to inform employees about the problem and ways to solve it. Then discuss with the team the objections they have expressed.

3.2.
Non-Verbal

Non-verbal communication refers to any form of communication that does not involve the use of words, particularly when it is conveyed through body language. 

According to Mehrabian's (1981) study, the importance of non-verbal communication suggests that messages are understood through non-verbal cues.

· 7% of verbal signals (words)

· 38% of voice signals (volume, pitch, rhythm, etc.)

· 55% of facial expressions (smile, frown, etc.) and body language (arms crossed, eye contact, etc.) (Griffith and Dunham, 2015).
Analyse case study 4.
Situation: the same.

What went wrong: Andreas spoke in a monotonous rhythm, and the tone of his voice did not convey the importance of the problem. His expression was not serious, he even smiled when Anna joked. During the conversation, he leaned on the table and crossed his legs. His body said he was cut off from the team.

Consequences: the same.

Problem solving: Andreas, in my opinion, should change the rhythm of his speech. His facial expressions would have to be serious to influence employees. Do not joke when important problems are solved. Also, stand up straight and avoid crossing your legs. When talking, gesture slightly with your hands.
3.3. 
Listening 

Active listening entails more than just hearing what is being said. Hearing, understanding, and keeping the information being communicated is a conscious effort. 

In the Case Study 4.
Situation: Natalia's actions show a lack of active listening. She did not respond, because she read the message on the phone. She did not even pay attention.

What went wrong: Andreas made the mistake of not paying attention to Natalia.

Problem solving: Andreas must pay attention to her behaviour. Ask her why she is not listening. And, also, listen to her explanation. Such actions would motivate other employees to actively listen.
All members of a corporation must treat each other with respect in order to work effectively. One of the skills that team members need to improve is active listening. The first step is to admit that listening is difficult. If you have good hearing, it does not mean that you have good listening skills. (Maund A. 2017). 
There are various types of listening. Empathetic listening is one of them. It is listening with the intent of comprehending the speaker's point of view without passing judgement. According to research, listening with empathy is the foundation for many key workplace abilities and techniques. It aids in scenario assessment, intelligent decision-making, and adapting to different points of view.
4. CONCLUSION

So now I would like to conclude this project. I demonstrated my understanding of the topics of Communication Models and Communication Skills in this academic report. During the semester, I explored these principles in a subject called Effective Team Working and Communication.
I described three communication models: Shannon and Weaver’s model (1948), Schramm’s model (1960) and Berlo’s model (1960). I referred to case studies for the description of each model. After analysing each of these models, I understood why the events took place in this way.
The second important topic covered by this report is Communication Skills. Giving examples of poor communication, I analysed in detail the verbal and non-verbal skills. The knowledge I gained from the course helped me to choose the right solution to the problem in each of the case studies.
I also realised that to work effectively, you always need to improve your communication skills.
I hope that demonstrates my understanding of the course.
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Berlo’s SMCR Model of Communication
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In 1960, David Berlo developed Berlo’s Sender-Message-Channel-Receiver (SMCR) model of communication from Shannon Weaver’s Model of Communication (1949). He described factors affecting the individual components in the communication making the communication more efficient.

The model also focuses on encoding and decoding which happens before sender sends the message and before receiver receives the message respectively.

Berlo’s Model has mainly, four components to describe the communication process. They are sender, message, channel and receiver. Each of the component is affected by many factors.

[bookmark: _GoBack][image: berlo's model of communication]



Components of Berlo’s Model of Communication

S -Sender

Sender is the source of the message or the person who originates the message. The person or source sends the message to the receiver. The following are the factor related to sender and is also the same in the case of receiver.

· Communication Skills
Communication skills of a person is a factor that affects the communication process. If the sender has good communication skills, the message will be communicated better than if the sender’s communication skills are not good. Similarly, if the receiver can not grasp the message, then the communication will not be effective. Communication skills include the skills to speak, present, read, write, listening, etc.

· Attitude
The attitude of the sender and the receiver creates the effect of the message. The person’s attitude towards self, the receiver and the environment changes the meaning and effect of the message.

· Knowledge
Familiarity with the subject of the message makes the communicated message have its effect more. Knowledge on the subject matter makes the communicator send the message effectively.

· Social Systems
Values, beliefs, laws, rules, religion and many other social factors affect the sender’s way of communicating the message. It creates difference in the generation of message. Place and situation also fall under social systems.

· Culture
Cultural differences make messages different. A person from one culture might find something offensive which is very much accepted in another culture.

M-Message

A message is the substance that is being sent by the sender to the receiver. It might be in the form of voice, audio, text, video or other media. The key factors affecting the message are

· Content
Content is the thing that is in the message. The whole message from beginning to end is the content.

· Elements
Elements are the non verbal things that tag along with the content like gestures, signs, language, etc.

· Treatment
Treatment is the way in which the message is conveyed to the receiver. Treatment also effects the feedback of the receiver.

· Structure
The structure of the message or the way it has been structured or arranged, affects the effectiveness of the message.

· Code
Code is the form in which the message is sent. It might be in the form of language, text, video, etc.

C-Channel

Channel is the medium used to send the message. In mass communication and other forms of communication, technical machines might be used as a channel like telephone, internet, etc. But in general communication, the five senses of a human being is the channel for the communication flow and it affects the effectiveness of the channel.

· Hearing – We receive the message through hearing.

· Seeing – We perceive through seeing. We also get non-verbal messages by seeing.

· Touching – Many of the non-verbal communication happens from touching like holding hands.

· Smelling – We collect information from smelling.

· Tasting – Taste also provides the information to be sent as a message.

R- Receiver

Receiver is the person who gets the message sent in the process. This model believes that the thinking pattern and all other factors mentioned above must be in sync to that of the sender for the communication to be effective. The message might not have the same effect as intended if the receiver and sender are not similar. The receiver must also have a very good listening skill. Other factors are similar to that of the sender.

· Communication skills

· Attitudes

· Knowledge

· Social Systems

· Culture



Criticisms of Berlo’s SMCR Model

· Both of the people must be similar according to all the factors mentioned above.

Criticism of berlo’s smcr model of communication:

1. No feedback / don’t know about the effect

2. Does not mention barriers to communication

3. No room for noise

4. Complex model

5. It is a linear model of communication

6. Needs people to be on same level for communication to occur but not true in real life

7. Main drawback of the model is that the model omits the usage of sixth sense as a channel which is actually a gift to the human beings (thinking, understanding, analyzing etc).
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Schramm’s Model of Communication

After learning the Shannon weaver model, let’s find out about Schramm’s model of communication which has its roots from the Shannon weaver model itself.

Wilber Schramm proposed the model of communication in 1954.

Information is of no use unless and until it is carefully put into words and conveyed to others. Encoding plays a very important role because it initiates the process of communication by converting the thought into content. When the information reaches the recipient his prime responsibility is to understand what the speaker intends to convey. Unless and until the second party is able to understand or decode the information what the sender wants to communicate, the message is actually of no use. Thus encoding and decoding are two most important factors of an effective communication without which information can never flow between two individuals. Schramm’s model also revolves around the above principle. According to the Schramm’s model, coding and decoding are the two essential processes of an effective communication.

He also emphasizes that the communication is incomplete unless and until the sender receives a feedback from the recipient. Imagine a person sharing his thoughts with his friend and his friend not responding to him. Is the communication complete? NO. Schramm believed that communication is actually a two-way process between the first party and the second party.
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Schramm believed that an individual’s knowledge, experience and cultural background also play an important role in communication. Individuals from diverse cultures, religion or background tend to interpret the message in different ways.

To conclude according to this model of communication when a sender passes on the information to the receiver, the receiver must interpret it in the desired form the sender wants and give him the feedback or respond accordingly. Any communication where the sender does not get the feedback, the communication is not complete and thus ineffective.
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Communication 

Shannon and Weaver Model Of Communication
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by businesstopia in Communication 

Updated January 6, 2018

Shannon Weaver model of communication was created in 1948 when Claude Elwood Shannon wrote an article “A Mathematical Theory of Communication” in Bell System Technical Journal with Warren Weaver.

Shannon was an American mathematician whereas Weaver was a scientist. The Mathematical theory later came to be known as Shannon Weaver model of communication or “mother of all models.” This model is more technological than other linear models.





Concepts in Shannon Weaver Model

Sender (Information source) – Sender is the person who makes the message, chooses the channel and sends the message.

Encoder (Transmitter) –Encoder is the sender who uses machine, which converts message into signals or binary data. It might also directly refer to the machine.

Channel –Channel is the medium used to send message.

Decoder (Receiver) – Decoder is the machine used to convert signals or binary data into message or the receiver who translates the message from signals.

Receiver (Destination) –Receiver is the person who gets the message or the place where the message must reach. The receiver provides feedback according to the message.

Noise –Noise is the physical disturbances like environment, people, etc. which does not let the message get to the receiver as what is sent.







Explanation of Shannon Weaver Model

The sender encodes the message and sends it to the receiver through a technological channel like telephone and telegraph. The sender converts the message into codes understandable to the machine. The message is sent in codes through a medium.

The receiver has to decode the message before understanding it and interpreting it. The receptor machine can also act as a decoder in some cases. The channel can have noise and the receiver might not have the capacity to decode which might cause problems in communication process.

Here, for instance, brain might be the sender, mouth might be the encoder which encodes to a particular language, air might be the channel, another person’s ear might be the receptor and his brain might be the decoder and receiver.

Similarly, air is the channel here, the noise present in his environment that disturbs them is the noise. 

Note that the Shannon-Weaver model of 1949 did not have feedback. This was added later. However, the model we are considering is the linear model of 1949.

As Shannon was an engineer, this model was first made to improve technical communication, mainly for telephonic communication. It was made to to maximize telephone capacity with minimum noise.

Later, Weaver applied it for all kind of communications to develop effective communication and the model became famous as Shannon Weaver model. In engineering, Shannon’s model is also called information theory and is used academically to calculate transmission through machines and also has a formula.
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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

The transmission error is the noise in this case. The message is not complete as the worker knows there is a meeting, but he does not know the time.









Advantages of Shannon Weaver Model

· Concept of noise shows how communication could be affected and if there was no noise the message would be complete. In the example above, the message would be complete and the worker would know that the meeting would be at 8 am.







Criticisms of Shannon Weaver Model

· It can be applied more for interpersonal communication than group communication and mass communication.

· Receiver plays the passive part in the communication process as sender plays the primary role that sends messages.

· Feedback is taken as less important in comparison to the messages sent by the sender.

· The model is taken by some critics as a “misleading misrepresentation of the nature of human communication” as human communication is not mathematical in nature.
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