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1. INTRODUCTION

The aim of this report is to demonstrate the understanding I have gained of the communication models and communication skills that have been covered in class. I will also refer to the case studies undertaken to show how they have helped me to reach an understanding. I will then give examples of poor communication in my own workplace and propose how it could be improved using findings from the published literature.


2. COMUNICATION
Communication is one of the most important aspects of human life, which has made the development of today's society possible. It is the way people relate to each other and involves sharing ideas, feelings, emotions and/or knowledge with others in a climate of reciprocity. It is basically any knowledge that involves relationships between people. These communication skills allow understanding and being understood by others, involving listening, speaking, observing, and empathising. In addition, communication is a complex process involving attitudes, relationships, exchange of information both verbal and non-verbal, data, ideas, opinions, experiences, and emotions. This transmission of information between species can be summarised in two modalities: 
2.1 Verbal and non-verbal communication

Verbal

Verbal communication it is a communication using words and signs. It can be oral or written and the message is verbalised. Easier to control if we master the language. Factors such as tone, speed, and volume influence transmission. Max 
Verbal communication, which in turn can be:
· Oral communication: If it is transmitted by voice, so that the receiver hears the message and allows immediate clarification of doubts, through feedback. For example: Interviews, meetings, debates...
· Written communication: If it is transmitted by means of writing, so that the receiver reads the message and allows it to be read later, in case of forgetfulness, so that it is difficult to misinterpret. This day in class I have learned about communication through words or any other written code.... In this kind of communication, the sender writes while the receiver reads. Always, as a channel, there will be a physical device, which can be a piece of paper or a computer screen. For example, a Commercial letter, reports, notices...

Non-verbal communication

This is communication that uses gestures or visual signs such as images, sounds and especially gestures. It is the most used daily and does not need words to be transmitted, in other words: Gestures mark us, and words are carried away by the wind. The resources used are gestures, body language, posture, facial expression, eye contact, appearance...  Non-verbal communication has several functions in the socialisation process: it defines our identity, it shows the degree or capacity we must relate to others, it helps to delimit and understand messages without the need to use language, it transmits emotions and feelings.

The aim of both verbal and non-verbal mode of communication, is to transmit an understandable message between sender and receiver. It is done through a channel that uses a specific code. Sometimes verbal and non-verbal communication are used in unison to make something known, but they can also contradict each other. 


2.2 Formal and informal communication

Formal communication

Formal communication is used with the authorities or leaders of the same organisation. Example: Essays, reports, letters... Moreover, communication channels are established by the organisation itself, following hierarchical levels and established protocols. It is used to transmit orders and instructions, or work-related issues.
 
Writing skills include all knowledge and skills related to the expression of ideas through the written word, to improve my writing.

However, I should pay attention to these following guidelines, to do a good write piece of paper, I should be clear about the concepts I write about, create an outline, does not repeat words, using simple words, and a good structure with paragraphs, also I have to pay attention to the structure made them as short as possible with no bullet points, after that check for errors and not using any contractions, and to finalise I have to do a proofread when finish to see that all make sense. 

Informal communication

Informal communication does not follow any rules and refers to the informal exchange of information. This language is a register used in familiar or intimate communicative contexts. The characteristics of the informal register do not always comply with grammatical and spelling rules. Moreover, Sentences are usually simple and short, addressing the receiver as 'you'. It uses crutches, idioms, or vulgarisms. Sometimes words are omitted so that communication is quicker. There is an abundance of colloquial expressions with expressive features such as set phrases.

· Case of study referenced

The case study example referred to as "A Day with the chief". In the exercise, Mark starts the interview very well, but then relaxes by unbuttoning his tie and adopts an attitude that makes the CEO at the California headquarters, Alana Brown, not hire him. About this case of study, I have learned from the class that communication factors are very important because it is not what is said that really matters, it is what people understand from what is said. Basically, this means that body language speaks more than the words. 

Moreover, in class the lecturer gave us a text “Max the multitasker” and we had to read the text and answer the questions to learn which element of communication was responsible in each of the different cases. We have learned how to prevent such misunderstandings, and we also have discussed whether Tamara had an appropriate attitude towards Max.

 
3. MODELS OF COMUNICATION

To start with, in ETW class, I have learned to differentiate three of the models of the communication process. These models are theoretical schemes of the communication process, which are elaborated to facilitate its analysis and understanding. For example: 


3.1 Shannon and Weaver (SECDR) 

Shannon's model then applies to any message, irrespective of its significance. Is the first model that highlight the role of ‘noise’ in communication. This noise can be disrupted or alter a message between sender and receiver. The model consists of Sender, Encoder, Channel, Decoder and Receiver. 

· Case of study referenced

Moreover, in class the lecturer gave us a text “Maria and Pedro” In the exercise, Peter did not understand the message Maria sent him, because there was too much noise, and this confusion is within Shannon and Weaver's model because there is noise in between. This could have been avoided by stepping out of the noise and paying attention to the message properly and not over it or waiting until he was less busy. Moreover, we had to answer the questions, to learn what model of communication was in the text. Briefly, this model can be applied because of the noise.


  3.2 Berlo’s (SMCR)  

In the communication process we cannot identify a stable and constant beginning or end over time, so the model developed corresponds to the communication process randomly stopped at a given moment in time. Berlo’s model is explained in 4 steps that are the Source, the Message, the Channel, and the Receiver. This model detail the key elements at each stage that will affect the quality of the communication message. Furthermore, there is no feedback. 


3.2 Schramm’s (SOR) 

In this model, several models are attributed in which the greater the shared experience, the easier the communication will be. However, this model doesn’t have noise. This it means that comes from the same intellectual and cultural level. Furthermore, there is no feedback. (Communication Models - Aristotle, Berlo’s, Shannon and Weaver, Schramm’s, 2021)

· Case of study referenced

Also, to reinforce the knowledge of these models, we road another text “Professor and village people” in which there was another misunderstanding in communication, and we had to find out what model of communication it is. After that we watch a video where I learned tips on how to improve a conversation. Also improve the learning, with the other exercise we did "The teacher and the people of the village" to find out what kind of communication model we are talking about. The people don’t understand because he uses a very complex vocabulary. 


4. LISTENING

Listening is the most difficult communication skill. In many circumstances it is demanded and practised by very few. However, project managers, for example, must be excellent listeners because they must deal with a wide range and number of stakeholders. If they are not good listeners, project managers cannot reasonably expect a stakeholder to engage with the project.

Effective listening is it trying to understand the speaker's perspective and empathise with the receiver. Moreover, active listening occurs when the listener tries to understand as clearly as possible what the speaker is saying. It means paying close attention to the speaker. Although it sounds simple, it is a skill that can be difficult to develop and improve. To be a good active listener you should focus on the speaker and avoid distractions. (Active Listening: Hear What People are Really Saying, 2021)


5. COMMUNICATION IN THE WORKPLACE

Workplace communication is how employees exchange information and ideas. Communicating effectively is a fundamental aspect of doing any job, whether in person or virtually.


         5.1 Poor communication in my workplace

For example, the language is a barrier in my workplace. In my workplace the supervisor speaks to one of my colleagues who speaks just Spanish, and he says that he understands all, but he does estrange gests because he does not understand the exact message, so there is a barrier to reception and understanding of the language. 

For example, in my workplace we are a team, and we have a group but no everybody understand English and when we need to come one hour late for example, some people don’t understand and is waiting on the door a lot of time.

Miscommunication in the workplace occurs when there is a mismatch between what is said and what is heard whether between friends or between an employee and a manager. That is, understanding between two people is not mutual when the person communicating does not understand what is being communicated. 

· Case of study referenced

In class, the lecturer, show us the “video of the geese” where clarify that if we work as a team, and despite the difficulties, the daily conflicts, we keep the institutional objective clear, the effort will be less. Because we discover the meaning of the task. Belonging increases and coherence is strengthened. When the leader of the geese gets tired, he moves to one of the places at the back and another goose takes his place. It means for me that we must work together for do anything, so at work with more communication we can be a good team.


         5.2 How to improve communication in my workplace

To improve the communication in our workplace in the first place we need the understanding of the diversity, it means that a person's particularities define the way they communicate, and some words, gestures and forms of expression may be interpreted in different ways among a diverse group of people.

Empathy: This is about understanding, observing the other person, putting yourself in their shoes, internalising reactions, and responses. In this way, communication becomes easy, and you cancel out the surprise factor, you use the appropriate language, and the feedback is satisfactory.

Communication is very important for everything, in any business organisation, for the good functioning of work in a team... But the most important thing is the form and intention of our message, which can always be improved, and we must improve with a lot of active listening, transparency, communicating outside the work environment, among others. Communication should always be improved by giving workers freedom and giving them better resources to share ideas and create synergies that improve the achievement of objectives. (Carradine, 2019)


6. CONCLUSION

In conclusion I have gained understanding in communication models and communication skills discussed in class and how to reference to the case studies undertaken that helped me to arrive at an understanding. I also learnt that communication at work is the most important thing, because without it we could not solve any problems. And I have learned that communicate in a positive and effective way, it helps you for the personal and professional development.
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