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Introduction to Effective Communication


In this report I am writing about the communication, the importance of communication in our everyday life, in work as well.
I am going to introduce:

-Models of communication, Shannon-Weaver, Schramm and Berlo communication models
example on study case “Maria and Pedro”
-Elements of effective communication, 
-Barriers we can face in communication, 
-Methods of communication (verbal, nonverbal, active listening, empathetic listening)
-Tools can link and support communication skills, S.O.L.E.R.
-Personal awareness, K.E.Y.S.


Communication

Communication is each act of transferring information from one place, person or group to another. Every communication involves at least one sender, a message and a recipient.
The transmission of the message from sender to recipient can be affected by a huge range of things.
Information includes thoughts, ideas and emotions. 
Communication can be verbal including written communication and nonverbal means gestures, body language, facial expressions, eye contact and others. Paul Watzlawick’s law of nonverbal communication: “You cannot not communicate.”  Wazlavick, Paul (1970’s) opus.

Communication is very important for humans in everyday life, for existence and survival, as well as to an organization. That is a process we create and share ideas, information, views, facts, feelings and others to reach a common understanding. It’s also very important in work, directing function of management.

There are different forms and levels of communication and they are connected to other disciplines. Because of that scientists made a pyramid of communication to explain how they are connected.

On the top of this pyramid:
-Social (History, Political Science, Sociology) 
-Institutional (Political Bosies, Organised Religions)
-Group (Audiences of Group identification such as Family, Fan club)
-Interpersonal (Communication between two or more people)
-Interpersonal (Communication with own self).

There is a communication cycle which consists of six basic steps:

1. Sender-the person who originates the message
2. Encoding-the process of turning one’s thoughts and feelings into communication
3. Message-the content of the communication
4. Receiver-the person who gets the message
5. Decoding-the process of evaluating the communication and making meaning of it
6. Feedback- the return message


Models of Communication


One of the he most common model of communication which explains the process of 
communication is Shannon-Weaver Model.



	SENDER  ->
	Encoder  ->
	Noise   ->
(message, medium)
	Decoder   ->
	RECEIVER











Shannon and Weaver Model of Communication 


objective explains steps of communication. That there are 8 elements plays in communication:
The Sender (Information Source)
The Encoder (Transmitter)
The Message
The Chanel
The Decoder
The Receiver
Noise and 
Feedback.

This model begins with the source of communication, which can be the individual or a group who wants to pass the message to another individual or another group.
Encoder wants to send into a format which should reach the audience who needs to interpret it.
Message is the information has been communicated from the transmitter to the receiver.
Chanel is the route message takes to reach the receiver and it can be verbal, written, electronic, audio, video and others. But in this route through channel message can be distracted by the noise and it can transform the original message. Noise can be physical, semantic, pragmatic or rhetoric.
Before the message reach the receiver, it should be decoded in the form that receiver understands.
Receiver is the recipient of the message.
Feedback shows that the receiver got the message from the sender accurately. 
Shannon and Weaver emphases the importance of effective communication.








Shannon and Weaver Model of Communication, Diagram
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Berlo’s SMCR Model of Communication 


shows the basic communication model.
Message comes from the Sender, the source of the message.
Message has to go through the Channel to arrive to the Receiver.
Channel is the way how the message travel from the Sender to the Receiver.
The Channel could be audio, visual or audio-visual. Channel can be face to face, television, radio.
The message should be put in the format to reach the receiver. It means message should be encoded. It can be symbols, pictures, words, music it has to be able to pass through channel. Receiver should decode the message.
This model is a process of sending and receiving message and consists 5 elements:
Sender
Message
Channel
Receiver and
Encode and Decode.
That is one way communication (speech, writing, signs, symbols and behaviour).
In this model is missing a Feedback Loop.
         

Berlo’s SMCR Model of Communication, Diagram
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Schramm’s Model of Communication 

explains that encoding and decoding message are two most important factors of an effective communication. He also emphasis that communication is a two-way process and that the communication is incomplete until the Sender receives a feedback from the Recipient.
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Elements of Effective Communication



For an effective communication, we need communication skills and we use different Methods of Communication:

-Verbal- Oral and Written, Choice of words, Tone, pitch
-Non-verbal- Body Language, Posture, Gesture, Tone, Signals
-Listening- Active and Empathetic Listening


Verbal Communication


Verbal communication encloses both how you deliver messages and how you receive them. We use words in verbal communication and for that reason is important accurate interpretations of interlocutor’s words. We need good language skills to understand the context of the topic we are talking about and to be understood as well. There are two kinds of rules we have to consider in communication (Pearce, Cronen andConklin, 1979):
Regulative rules where should describe when, how, where and with whom to talk about certain things. And constitutive rules which define certain kind of communication, e.g. eye contact, posture, what is propriate and what is not appropriate, “interrupting conversation, rolling one’s eyes” (Duck 2007; Wood 2009).



Good communication process implies some skills we need to develop, we don’t think in everyday life, such as listening. According to Crocket (2011), “the average person remembers between 25% and 50% what he/she hears. That means that when you talk to your boss, your colleagues or customers, your friends and family, they are likely to retain less than half of the conversation.” In many workplaces employees are all over the world, from different countries, different ethnic backgrounds, different dialects and different level of knowledge and experience. To reach the professional excellence and the success of companies requires a good listening skills, the same customers and employees. According to Stengel, Dixon and Allen (2003), the most basic principle in the consumer products industry is “listen to the customer”.
Effective listening can improve our professional life with colleagues, customer or boss, and 
with friends and family in our private life.
While we listen, we need to pay attention on the verbal and nonverbal messages and decode it in the possible best way. “Whether we think about it consciously or not, during the conversation we assess what the speaker is saying as well as what she or he is not saying because of where she/he is or whom she/he is with. Technology has changed not only the tools we use to listen but also when and where we use them, and even what we think about as we listen (Jalongo, 2008). 
That is the mode to avoid misunderstandings and practice our ability to listen effectively. To notice nonverbal communication signs like facial expressions, gestures, tone of voice.
Listening is difficult and it’s not unusual/uncommon for any of us to meet barriers to listening:

-failing to limit distractions
-failing to focus on the message and
-failing to be active listeners.

· Failing to limit distractions

Noise is one of distraction very present in communication and it could be external and internal.
External noise such as sound of  the cell phone, computer, talking people around, traffic noise when the windows are open, etc. So, it’s recommended to control an external noise that might distract our ability to listen, special in the workplace on meeting. For that reason we should turn off the sound on the mobile devices, to turn away from computers, shut windows and offer the best possible conditions for all, to listen effectively.
Internal noise is in fact psychological distraction such as fear, hunger, anger, depression, excitement and other personal feelings. Mostly, we are responsible for the internal noise and we have to face the facts causing it and deal with.

Except noise, message overload, jargon, dialect, comprehension can result in failing to focus on the message.




Listening can be informational, critical and empathetic.

· In Informational listening we focus on the content of the message.

· In Critical listening we evaluate the information being sent.

· In Empathetic listening we try to understand the speaker’s point of view without judgement.





Communication Tools


Active listening means feedback to the speaker, verbal and nonverbal, which is necessary for the better communication between people, the same at work as at home.
The SOLER is a model of nonverbal communication which can improve and support our communication skills.

S-  sit and face the person talking to us, look at them directly and paying attention to them.

O- stands having an open posture without crossing our arms.

L- slightly to lean forwards and show what we are interested in about the topic the person           is talking about.

E- means eye contact, positive eye contact means we are interested and listening what someone is talking to us.

R- stands for relaxed body language.


Active listening is developing an interaction with other/s, not just listening and hearing.
It sends the message “I am listening” and that you are ready to listen, involved, eager and interested in what the person is talking about.
The SOLER method was developed by Gerard Egan, a psychologist, who has believed that nonverbal communication can improve the effectiveness of communication between people.


KEYS Part of communication system is proxemics, the study about effects of the physical distance between the people in different cultures and kinesics is part of nonverbal communication about the gestures. Both can improve our ability for effective communication. Self-awareness is an ability to see yourself objectively and to listen without assumptions and judgements. We can learn how to listen ourselves and helps us in communication to understand other people better. Self-awareness means our personal values, emotions and habits we learn about ourselves. It allows us to communicate more open with other people and encourage other people to communicate with us the same way. It also improves effective communication. 




Know yourself

Evaluate the professional context

Your communication interaction with others

Step back and reflect



Conclusion

In this report I have showed and emphasized that being able to communicate effectively is maybe the most important of all skill in our lives. It enables us to pass information to other people, and to understand what is said to us.
Communication is the act of transferring information from one person to another. It is not just sending out information, it is an active a two-way process which involves both the sending and receiving of information. It requires both speaking and listening, and maybe more crucially, developing a shared understanding of the information being transmitted and received.
There are elements of effective communication and ways we can learn our ability to become a great communicator and ensure that we are able to transmit and receive information effectively. Developing communication skills can help all aspects of our life, professional the same as social and everything in between and it is probably the best long-term project.

 

Appendices: 


Case Study: Shannon and Weaver model of communication

 In this report I am going to show Shannon and Weaver model in the Case Study of Maria and Pedro and confusion appeared between them.
Maria is the sender and Pedro is a receiver of Maria’s message.
They were talking on the phone. Pedro misunderstood Maria because her message has passed through mobile device as a channel. Pedro was outside in noisy environment and the noise disabled Pedro to decode message properly. 
Misunderstanding between them could be avoided if Maria would have a feedback from Pedro. Then she would realise that Pedro didn’t decode her message properly (Schramm’s model of communication).





My own workplace example


I had the similar situation on my workplace. My supervisor rang me to ask if I need PCR home test kits. I have replied that I need it and will come to the office next day to pick it up. While we were talking on the phone I heard there is a noise in the office.
I visited office the next day and she told me that she has already sent it to my address.
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