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1.Introduction

The people’s desire to share ideas and feelings, their need to create bonds in their personal life and maintain lasting relations in their professional careers, is related to the wish to communicate. In her script, Narula (2006, p. 3) defines communication as a social process via which human beings are keeping in touch with one another. This process, however, must be a multi-way process, where an individual interacts with an another one or a community. Unfortunately, communication can be disrupted by physical distractions or semantic barriers which may cause difficulties in the distribution of the message. For this reason, multiple theories have been developed during the years, facilitating the transmission of information between parties. This report will analyze the main Models of Communication and the different forms communication can have.

2.Models of Communication

The necessity to maintain communication through time, brought people to analyze the communication itself, creating structured graphs which explain its delivery. Mortensen (1972) describes these models as a “systematic representation of an object or event” which extrapolates from an abstract form the essential factors. He also confirms that these models are improving the communication and are offering “new insights into what can only be described.”

2.1. Shannon and Weaver (1948)

Shannon and Weaver’s Model of Communication, developed in 1948, is the most well-known representation of how the information is shifting from the source to the receiver. 
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Considered a linear model, the information travels from an “Information source”, also known as “Sender”, through a “Channel”, reaching the “Decoder”. Once there, the process is considered complete. In their study, Shannon, and Weaver (1949) are considering a “Transmitter” which converts the message into signals that the “Receiver” will decode, facilitating its interpretation to the “Decoder”. They are concerned about the capacity of the “Channel” to transmit the data and about external disruptions that can interfere with the distribution of the message, “Noise”, yet they remain vague regarding the feedback once the information is delivered.
The module is easy to understand but Kaminski (2012) notes its linearity and the difficulty to relate it to human communication, while Flensburg (2009) considers the model more suitable for scientific use rather than a communication one because it does not examine the different interaction humans have.
In Maria and Pedro’s case, the information received was different from the one sent because of environmental disruptions, in order to avoid this, Maria should have either asked for a feedback or change the channel used to deliver the message.

2.2. Schramm (1954)

Unlike Shannon and Weaver, Schramm considers communication as a process where feedback is a key aspect, building, then, a circular model in 1954. 
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In this model, both parties are acting as encoders and decoders. The sender decides the message to encode and delivers it to the receiver, who interprets the data and asks for further information from the sender who will decode the feedback and respond to the receiver. This shows how important redundancy is in the process. The model results then dynamic yet it does not consider the noise factor which can impact the message.

2.3. Berlo (1960)

Berlo’s model, defined in 1960, focuses on the characteristics that all parties involved should have for an effective communication.
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In his studies, Berlo (1960) identifies the attributes that “Source” and “Receiver” should have to communicate and describes the qualities of the “Message” and the “Channel”.
In his research the communication skills facilitate the communication process between the parties, their attitude impacts the interpretation of the message and the knowledge of the information simplifies its perception, additionally, the social system and the cultural background of those involved have an impact on the understanding of the data.
The “Message” should have content and a structure, and it may contain additional non-verbal elements.
The “Channel” is with which sensorial area we receive the message.
The model results informative, yet it does not consider the noise factor and the feedback, resulting in a linear and complex structure.
“The Professor and the Village People” case shows how sender and receiver have different qualities raising some barriers in their interaction. In this situation, the professor’s refined terminology leads to unpleasant consequences which could have been avoided by using a more common vocabulary.


3. Communication Skills

Keyton (2011) describes the idea of communication as a way to transfer information and knowledge between people. It can be easily defined as an ability to express an opinion to others. Although the concept is simple, there are multiple barriers that may impact this process. A physical barrier, for example, involves all the environmental disruptions which can affect the success of the communication. The semantic barrier has an impact on the format of the message, a florid vocabulary may not be understood by the audience, causing an inappropriate interpretation of the message. Antos (2011) considers as a barrier the different fields of experience and the psychological distance the parties may have, while in her script Usha Rani (2016) confirms that attitudinal, behavioural, and cultural backgrounds have an impact on the interpretation of the information.

3.1. Verbal Communication

When considering verbal communication, a face-to-face conversation is usually the first thing that comes to mind, but it also includes the written communication which, as well, expresses ideas and sensations, only under a different format.
Oral communication includes discussion, debates, and various forms of interpersonal communication. It commonly states the first opinion on the person due to an analysis of their speaking ability and the body language, playing an important role and impact on the listener. The main advantage of this type of communication is the immediate feedback received during a meeting, offering a more complete understanding of those involved.
Spoken communication may also cause problems, I personally had to face the impact of a disrupted conversation in the workplace, when a colleague refused to provide me with adequate information regarding a patient's needs, which could have brought unfortunate consequences. In this case, the assistant’s attitude led to a negative environment and a clashing relation.
Written communication has the necessity to express concepts and feelings through a clear, written message. The sender, in this case, should have the ability to focus on the core of the information, composing an engaging document that makes the topic accessible and interesting to the audience.
During an exercise, carried out during the term [1], I realized the importance of adequate written skills. In fact, the sender was able to offer help and consolation to the receiver, showing empathy in their work.

3.2. Non-verbal Communication

Non-verbal communication, also known as body language, is the unconscious set of information that the speaker and listener are communicating with their behavior. It may show their inner feeling yet is considered by Howes and Tah (2003) as a “double-edged sword” due to the simplicity to misinterpret a gesture and cause offense.
In the following table, I will consider some of these non-verbal communication skills.

	Posture
	The posture shows presence in the room, it makes you look more confident and helps the impact of your persona on the audience, Scheflen (1966), describes how a good posture affects the voice intonation making it clearer and easier to understand.

	Gesture
	The gesture helps the speaker to connect with the listener and involve them in the conversation by using natural gesticulation. Duncan, however, in his script in 1972, shows how this may result suppressing and discouraging on the public if long-lasting during the discussion.

	Eye contact
	Kleinke (1989) affirms that eye contact can provide information and influence the public, express intimacy, and facilitate the personal situation and relational goals. In 2002, Gueguen & Jacob confirm that a limited-time gaze can impact the listener and reduce compliance with a request. 

	Silence
	Silence is often defined as an absence of noise, yet if used correctly it can be a fundamental part of the discussion, offering indirect answers. Sifianou (1997) affirms that it can be a sign of solidarity, encouraging the speaker to expand ideas and thoughts but, used as a distancing tactic may cause conflicts and create barriers. Having the ability to maintains silence improves people’s self-control and helps them become good listeners.

	Empathy
	Frankel, (2000: 89) defines empathy as the “response to other’s feelings”. In 1979, Bennett describes the differences between sympathy, the ability to understand the other’s feelings, and empathy, the capacity to “feel” their position. Zinn W, 1999, specifies that empathy is the process to understand people’s subjective opinions, remaining observant.



3.3. Listening Skills

In his research, Bond, 2012, describes the listening skills as the foundations of the learning process where the listener provides a behavioral response to the speaker.
Maund, 2017, acknowledges that the audience not always is focused on what the other person is saying, they may, in fact, daydream, speculate, jump to conclusions, or be more concentrated on a debate or a critique instead of understanding the message the other is trying to send. In order to minimize the distractions, the listener should face the speaker directly, maintain an open body language, avoiding crossing the arms or legs, use an adequate eye contact, ease the discussion with nods or verbal encouragements and relax and remain silent to facilitate the progression of the discussion (Maund, 2017), as silence is fundamental in a conversation. [2]
In their study, Rost and Wilson, 2013, recognize 5 frameworks where listening skills can be improved. These are “Affective frames” where the listener motivation and involvement are necessary to maintain the discussion open, “Top-down frames” which offer a better understanding of the conversation and the ideas shared, “Bottom-up frames” where behavior and attitude are better precepted, “Interactive frames” which allows the creation of bonds, facilitating the cooperation, and “Autonomous frames” where listening skills and strategies are built.
Being able to understand the patients’ feelings is a key aspect of my job. Some of them rely on an external figure, which is not a nurse or a doctor, to express worries and experiences. Listening became one of the most important skills required to help them during the hospitalization period. Offering support just by observing and having a deeper understanding of their behavior helps them feeling relieved and sometimes forget about the place they are in or the surgeries they may be subject to.
Empathic listening focuses on the role that empathy has in active listening.
Drollinger and all his colleagues, in 2006, analyzed an empathic listening process and identified 3 fundamental steps for the audience For the first step the listener has to sense all the verbal and non-verbal information that the speaker is sending for a deeper understanding, the second one consists in processing the messages received in order to be able to create a narrative structure, and as final step, the listener should respond to the speaker, interacting with them and showing understanding.
During my working experience in hospital, I’ve been in contact with countless patients, some of them had the luck to recover from the illnesses others, sadly not. After the first lockdown, I had the chance to meet the wife of one of these patients, she communicated to me, in tears, the sudden loss of the husband. On the spot, I struggled to hold back a cry, in front of the pain I was witnessing.

4.Conclusion

The different types of communication are essential in the human development offering the possibility to express themselves freely and in various ways.
This paper analysed different models of communication, Shannon and Weaver, Schramm and Berlo, which can ease this process and some characteristics of the communication itself.
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6.Appendix

[1] Exercise done in class
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[2] Graphic representation of the different skills
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(Ryan, 2020)
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Good afternoon, I wanted to inform
you your mother has strong signs of
developing Alzheimer’s disease and
we are wanting to discuss her care
plan with you 17:03

Good afternoon, I appreciate the
pronte message, yet I would like to
have & face-to-face conversation in
order to make sure I can understand
the options 17:05 %

Please let me know your availability
17:06 W/

Kind regards, BT 17.04

We are happy for you to come into
the care home and meet with the
staff and we can talk to your
mother together. Please let me know
if this afternoon at 3pm is
convenient for you? 17:07

That would be great, I do appreciate
the possibility to meet the staff
and have a look at the structure, it
will be & pleasure to have a talk to
you so I'll be there 17:09 %

In the meanwhile, rest assured, we
are continuously monitoring your
mother and comforting her to help
her understanding better. We can
also book an appointment for you
with our family councillor for
yourself later this week which we
can discuss in the meeting this
afternoon, 17:10

We look forward to meeting with you
today at 3pm, Goodbye 17:11

1 do appreciate the help and the
support you are offering, [ will try
my best to be there in time.

Thanks again for everything 17.12

No worries, take care. {712
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