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INTRODUCTION:
Communication as word has Latin roots and means ‘’to share’’ (Harper, 2013). As individuals we share information, ideas or behaviours to other people. This is how we transfer information from one to another place or to a group of people. Every communication involves three elements: a sender, a recipient and a message. The totality of these three elements is transformed into a process called communication process. Spreading the message from sender to receiver can be influenced by different circumstances such as:  emotions, location, cultural situation or the medium used to communicate. In this case, the ability to transform good communication skills is a key towards the next successful step in the individual’s career. (Nordquist, 2018)
The different categories of communication include: 
· Verbal or Spoken Communication - this involves every direct contact to the people such as: face-to-face, radio, television or media communication. (Willkomm, 2018)
· Non-verbal Communication – this involves the unintentional communication with other. For instance, this could be our body language, our gestures, our scent, tone of our voice.  (Willkomm, 2018)
· Para-verbal Communication – this is the communication that is based on emotional context behaviour. (Willkomm, 2018)
· Written Communication – this is the letters, e-mails, books, magazines, newspapers and social media that we use more often as an element of communication. (Willkomm, 2018)
The good communication skills are essential if you want to be successful in your future career. Being able to communicate purely and clearly at the workplace is one of the most significant rules for achieving effectiveness. (Griffiths and Dunham, 2015, p.45). The capability to deliver a message to a group of people is one of the challenges that every individual will face during their development. For instance, the management role involves a lot of responsibilities such as dealing with staff issues or customer’s complaint. The ability to communicate wisely and transparently plays an important role when solving an issue that occurs in particular situation.
This report demonstrates the understanding of the communication skills and its importance at the workplace. To support this paper, I have included a detailed discussion alongside with all in-class activities and diagrams, referred to actual published literature. 
SECTION 1: 

[image: ]Communication at the workplace must be as effective as possible. In fact, within an organization the effective communication is involved when developing a new product, in customers relations and employee’s management. For successful communication between people within an organization the expectations are essential. (Griffiths and Dunham, 2015) The personal elements of communication according to Dr. Albert Mehrabian’s analysis (Belludi, 2008) is proportional to 7-38-55% as it is illustrated on the figure bellow: 

Communicating overall is not what you say but the way you say it. The body language affects 55% of people’s words and can impact the meaning of they wanted to say. 
Communication channel between a manager and an employee could be spoken or written. Many companies are using their own internal system as a tool of communication with their employees. The most renown ways of communication are emails, in-person meetings, online meetings, company’s own magazine or leaflets, posters and conference calls. (Noah, 2012) The importance of the existing good communication skills between employee and a manager is huge for every organization. Although, if there is a lack of communication at the workplace could affect the operations within the company and probably impact its profitability. Let’s take as example the in-class exercise and the email to Miss December (Appendix 1.1). The store manager has the responsibility for their employee’s training and development. A company can only succeed when their employees are qualified and skilled for their positions. In this case the manager spotted that one of the employees has a difficulty with their non-verbal skills. For improving the employees written skills, the store manager sent an email with constructive feedback and some credible advice. The manager also provides an option for a course that could be very beneficial to the employee. This example shows that the good relationship between an employee and manager can lead an organisation towards achieving good image.  
There are two components that help corporations to build up strong communication – active listening and assertiveness in detail (Griffiths and Dunham, 2015, p.51). Active listening is a technique that is includes the listener who is detecting the speaker’s body language and behaviour. 
As per Student Yearbook, page 52 the active listener ‘’pay attention to their posture’’. Precisely, the usage of their physical posture creates interpersonal dynamic of the speaker’s gestures that attracts the attention of the listener. There is a non-verbal method of communication that can aid the listener: SOLER (Egan, 1986) is healthcare practise that helps people to feel, hear and value their messages and to make sure they are correctly interpreted by the listener. 

	S
	Square
	Face the speaker and avoid any leaning back or on the side.

	O
	Open
	Uphold a compliant posture and try to keep arms and legs uncrossed. Do not distract yourself with any objects around. 

	L
	Leaning
	Do not occupy the speaker’s personal space.  If you do, that might lead to misunderstanding of your signals. 

	E
	Eye contact
	There should be excellent eye contact maintained throughout the message transmission.  Do not roll eyes or distract from other subjects. 


	R
	Relaxed
	Be honest and delicate towards the other person. Treat them the way you wish to be treated. 






Our listening skills are to be improved if we follow the SOLER guidelines. 

  
Personal assertiveness is ability that helps people expressing themselves clearly without disregarding others. There are three components here that can express the assertiveness of an individual’s – I think, I feel, and I want. For instance, each one of the components is given bellow, according to ‘’Skills for the Workplace Student Yearbook’’:
‘’I’ve notice that you’ve been late to most of our recent meetings. It’s frustrating to be interrupted when you arrive, I never know If I should stop and bring you up to speed. Do you think you could make it a priority to arrive on time from here on out?’’ 
Each sentence examines each concept of the leader’s assertiveness. At the first sentence the assertive person has understood that one of the employees is constantly late and must explain their thoughts about this situation. However, at the second sentence the leader speaks about their feelings about the situation. And finally, the assertive person has to propose the employee with respectful request as trying to achieve success and improve the employee’s behaviour in future. This example shows us how one person respects another without affecting the value of their needs at first place. 


SECTION 2:

We already know that communication model is a process that gives you a better understanding of how communication process works. We have also learned three communication models this semester, that clearly explains the process from sending a message up to the stage of receiving the same message. There are three models: Shannon and Weaver (1948), Berlo (1949) and Schramm (1954).
Shannon and Weaver model of communication has been invented in 1948 by the American mathematician Claude Elwood Shannon. However, Weaver as scientist helps Shannon to develop his idea and this is how this model is named Shannon and Weaver. (Ismail, 2017)
The main concepts of this communication model are: Information source or sender, Transmitter (Encoder), Channel, Decoder (Receiver) and Noise. (Ismail, 2017)
The figure bellow illustrates the cycle of transferring the message using Shannon and Weaver model of communication: 
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(Galyova, 2020)

To explain the Shannon and Weaver model I will give an example with Case study we did in class about Pedro and Maria (Appendix 2.1). The medium that was used as encoding the message was a phone. The message has to be decoded by the Perdo to understand and interpret it. Because of Pedro’s workplace the channel had some noise which influenced the correct meaning of Maria’s words. This noise was interrupting the communication process. Maria also asked Pedro to chicken, however, the similarity of the words was affected by the channel’s noise and Pedro misunderstood his wife. Anyway, Pedro’s feedback to Maria was ‘’okay’’ when she asked for chicken (Appendix 2.2).
In conclusion, we can see how the noise can impact the understandings between a sender and receiver. Therefore, the feedback plays an important role when communicating, because it helps improving the communication process. 
To avoid this misinterpretation, Maria should have sent a text message to ensure the right information reached Pedro. This is an example of Schramm’s communication model. 



Wilber Schramm first revolved the model in 1954, based on Shannon and Weaver model. Schramm’s model is to ensure that the communication is fully completed only when a feedback has been given back to the sender. This means that the communication cycle is completed, and the message has been understood and interpreted by the recipient. Schramm shared that importance in communication can be based on the cultural, educational, social and language background of the individuals. (Juneja, 2015)
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(Galyova, 2020)


Let’s take Maria and Pedro as an example again. If Maria sent a message to Pedro asking for chicken, then Pedro supposed to reply and confirm whether he understood the message. Once he replies to Maria, this means that the message has been interpreted and accepted. This is how Schram’s model has been completed with the exciting feedback from Pedro. 

David Berlo proposed his model of communication in 1949 and then developed it from Shannon and Weaver’s model in 1960 as more efficient way of communication. This model is focused on encoding and decoding the message before it gets send to the receiver. Berlo’s model has 4 concepts (sender, message, channel and receiver) and each concept is affected by many factors. (Juneja, 2015) The figure bellow illustrates this communication model: 
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(Galyova, 2020)
Source – is the message’s sender that is influenced by their communication skills, culture, social system, knowledge and attitude.
Message – is the element that is being sent by the sender to the receiver. The message can be a video, audio, just a voice or a media. There are key factors that could affect delivering the message such as: content, elements, treatment, structure or code.
Channel – this is the medium which is used by the sender. The factors that impact the channel could be hearing, seeing, touching, smelling and tasting. 
Receiver – this is the person who gets the message. The factors that affect the receiver are the same as the sender. This model supports the statement that the sender and the receiver should be in sync for achieving effective communication. For example, the message will not have the same result as planned if the sender and the receiver are not similar. 
The difference between this model of communication is that feedback is not needed for completing the communication cycle. There is also no noise comparing to Shannon and Weaver’s model. Both – the sender and the receiver should be on same level for being able to communicate though this model.  

SECTION 3:

The communication at my workplace plays a vital role for everyone. Working in retail is the most challenging job that I have ever been involved in. My current position within my store is as Visual Merchandiser and being able to communicate to my managers and my team member has always been important for my job. There are few ways of communication at my working environment such as: emails, Visual Merchandising packs, verbal communication and face-to-face meetings, phone calls.  
Daily we communicate with team members, managers and customers. Being able to link with people is very beneficial for my role. The lack of communication skills can often lead the company to disrepute and disregard. Therefore, our company provides training and development plans for every staff member through online platform. This supports people as increasing the volume of their skills and ensure they will provide better service for the organization. 
In the appendix I have attached a situation with bad experience that occurred in my store few weeks ago. (Appendix 3.1). For that situation I could apply the Schramm’s model of communication because the employee failed to complete all essential questions for getting more information from the customer. For instance, if the employee was more genuine and ask the customer about their order number or at least the type of product they ordered could have effectively completed the task. However, the employee only asked about the customer’s surname and due to the customer’s language background, the employee misheard the surname. 
In this kind of circumstances, we manage to identify our areas of improvement and how to develop this weakness. Observing the situation and analysing the nature of the issue is very important for making the right decision. All decisions should be agreed between both sides – management and staff members. Thus, will help improving the internal operations within the organization and also achieve the high company standard. This will be completely accomplished when the organizational’ s level of good communication is excellent and transparent.

Conclusion:  
Communication is one of the essentials in every individual’s life. Being capable to communicate to others is important for meeting your needs and wants. However, being able to communicate transparently and being interpreted clearly by the receiver of the message is a skill that plays significant role in every professional’s life. Being successful in your future career is to accomplish every knowledge you have and put it into practice. The exceptional communication skills will be the advantage that everyone can rely on either for their personal or professional live. As per what John Powell once said ‘’Communication works for those who work at it.’’ 
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MARIA and PEDRO

Pedro works on a building site and Maria is his wife.

One day Maria phoned Pedro.

‘Hello, Pedro, when you're coming home, see if you can get me a chicken.’
‘Okay,’ replied Pedro.

When he got home, Pedro took off his boots and coat and went into the kitchen.
‘Maria, where are you?’ He said.

‘Here — in the sitting room,” she said.

When Pedro went into the sitting room, Maria said, “‘Where is the chicken?’
‘What Chicken?” Asked Pedro.

The one | asked you to get on your way home.’

Oh, no! | thought you said when | come home | will see you in the kitchen!

@ Q: Why do you think Pedro misunderstood Maria?
@ Q: Whose Model of Communication explains this confusion and why?
@ Q: How could this have been prevented?

@ Q: Whose Model of Communication explains how it could have been avoided?
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Dr. Albert Mehrabian’s 7-38-55% Rule

Elements of Personal
Communication

* 7% spoken words
* 38% voice, tone
* 55% body language





