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Relationship marketing is focus on building long term relationship with the target customer.  Success depends on effectively value exchange, share of heart, share of mind and share of wallet.  After the class, Mr. Lee let me understand more about what is communication.  I think that good communication can help develop effectively value exchange. In fact, I think the relationship marketing can apply to the communication model, so I try to apply it as the following paragraph. That is what I learn from the guest speaker.
The nature of communication

At the beginning, Mr. Lee teaches us the nature of communication.  
The communication process is often very complex.  Success depends on such factors as the nature of the message, the audience’s interpretation of it, and the environment in which it is received.  The receiver’s perception of the source and the medium used to transmit the message may also affect the ability to communicate, as do many other factors.  Words, pictures, sounds and colors may have different meanings to different audiences, and people’s perception and interpretation of them vary.  
Mr. Lee demonstrates an example, he found a girl to describe her job nature on the class, and then found other classmate to repeat what pervious girl said.  This example can concluded that when the message send from the sender to receiver, the meaning of the message may be changed as different interpretation of people.  

I try to think that if we want to send a right meaning of message to the receiver, we must familiar all part of the communication process that include sender/receiver, encoding/decoding, channel, and noise and response.  Because, we fail to send a right meaning of message to our customer, we can not make the effectively value exchange. 
Sender/ Receiver

I think that the receiver’s (customer) perceptions of the source influence how the communication is received, so we must careful to select a right person (communicator) who the receiver (customer) believes is knowledgeable and trustworthy or with whom the receiver (customer) can identify or relate in some manner, such as people with similar interest, old subordinate, etc.  Also, we must target the right person (customer), who is valuable to our company, to send our message. Choosing right communicator to present the company product/ service to target customer can be perform the relationship marketing effectively.

In the class, Mr. Lee had mention that language is one of the barriers to effective communication.  He said that mass media always misuses the language, like nonsensical, empty and unclear statements; ambiguity, vagueness, meaning incomplete and distorted meaning, etc...
But I think above misused language can help communicator send more positive message to the receiver (customer). So, it can easily build up the relationship with customer. 
Encoding/Decoding
The sender’s goal is to encode the message that will be understood by the receiver. That can help us exchange the value with customer. But the decoding process is heavily influenced by the receiver’s flame of reference. For effective communication to occur, we need to make some common ground between the two parties. However, it is difficult to create it. In that time, I remember some concepts are learned in the relationship marketing class. I guess that the bonding, empathy, reciprocity and trust are a good skill to create common ground between the sender and receiver. So, if we want to share of heart, mind and wallet, we must use more bonding, empathy skills.

In addition, Mr. Lee mentions that people will select the information; they just get what they want. So, when we are building the relationship with customer, we must understand more our customer, such as their background, interest or need.
Channel
I think relationship marketing is use two channel to send out the message (present the company product/ service). One is personal channels of communication are direct interpersonal (face to face) contact with the target customer. And the other channel is social, such as friends, neighbors, associates, co-workers or family members.

Noise

Noise may occur because the fields of experience of the sender and receiver don’t overlap. Lack of common ground may result in improper encoding of the massage.  I think that in relationship marketing, noise is representing some situation we should not build up relationship with customer. For example, low likelihood of repurchase, dependency avoidance, formalized contracts, low-risk situations and price-sensitive markets. In the above situation, it is difficult to build up the relationship marketing.
Response/Feedback

Successful communication, can exchange the value and build up relationship with our target customer, is accomplished, it can acquire more new customer, increase more number of referrals and customers’ overall life time value and improve the recent, frequencies and monetary for the existing customers.
