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1. abstract

This report will explore the models of communication taught in class which are the following; Shannon and Weaver (1948), Shramm (1954), Berlo (1961), in which the types of communication will also be explored for example, the non-verbal communications. Whilst doing this the advantages and disadvantages regarding technology in one’s workplace will also be highlighted.




2. Introduction

During this report I will be highlighting what effective teamwork is and the role of communication for this to happen and the benefits. I will also be explaining the three communication models taught in lesson, the skills discussed, and the potential disadvantages and advantages technology has in communication.



3. Models of communication

There are 3 types of models of communication. The first one is Shannon and Weaver 1948 who discovered the model by identifying physical noises as the cause of miscommunication, as the case study ‘Maria and Pablo demonstrated. In that case study the wife called the husband and had asked the husband to buy her something, however Predo did not make Maria aware of not being able to hear her and Maria did not acknowledge the background noises coming from Predo and the possibility of him not hearing what she had said. This is quite common in the workplace not hearing or being able to hear what the other person may have said which then could lead to possible issues as the other person may start to feel as though they are being ignored.


The second model of communication is by Shramm (1954) who continued the model by agreeing that noises have an impact on how clear one hears the message, however argued that for communication to be completed, the receiver would have to respond back to the sender. For example, in  the Pedro and Marias case study, in order for the communication to had been completed, he should have called Maria back and double checked if she had said chicken or kitchen. That would have been the only way the communication model would have been completed.

Whereas Berlo (1961) had not mentioned feedback in his model of communication, however, did expand on the definition of noise into internal noise which he believed to have been created between the differences of the sender and the receiver. The differences could be knowledge, communication skills, education, culture and senses, which were demonstrated by the case study conducted by the Professor and the Village People.




4. The communication skills discussed in lectures 

During lectures we covered the different types of communications and ways in which they can be used and interpreted. The communication types are non-verbal and verbal. I will now explore them in greater detail.

“Verbal communication refers to the production of spoken language to send an intentional message to a listener” (Springer Link, 2013). Oral verbal communication is used every day in one’s life and it plays an important part in how a message is received. The qualities which have an impact on this are as follows:

1. Clarity- ideally one should use simple language that is not complicated in order to keep the other person being spoken to involved. This can be done by speaking to the other person slowly, choosing words that reflect exactly how you feel and by making sure that your body language is sending the same message as your words for example, the professor and the village people case study.

2. Empathy is the ability of putting yourself in another person’s position. Ways of doing this are by aiming to be polite and friendly, one’s facial expression and tone is important at this point.

3. Sincerity is done by ensuring that one does not talk down to people or make them feel small but making sure that they are being respectful to them and non-judgmental. 

4. Keeping eye contact with someone you are interacting with shows them that what you are saying is important and that you are telling them the truth.

4.2 Verbal (written)

“Written Communication develops through sending and receiving a message in written format. We can convey messages through letters, emails, messaging, notes, journals, and many other ways.”

Written communication is categorised as a form of verbal communication. Written communication is an effective way of understanding who you may be addressing. It is also important to implement the use of appropriate language for example, by not using slang when addressing others. This is particularly important if you do not know the person you are dealing with prior to communicating with them for the first time, for example, using formal language such as addressing emails and letters with the right titles such as “dear madam or dear sir”. Examples of written verbal communications between employee and employer are usually referred to as formal communication due to the nature of their relationships. Whereas written verbal communication amongst friends and family are usually referred to as informal due to the nature of their relationship and because usually one’s tone of writing is more relaxed by the usage of slang and abbreviations.

For example, in my workplace written communication is often through technological devices (e.g. work mobiles) where we make notes of the service users we have looked after during the day. We make notes such as if they have eaten, medication administrated and if upon arrival noticed anything alarming such as finding the service user laying on the floor or with unexplainable bruises.

According to an article written on BMC Medical Education both verbal and non-verbal communication was believed to play a vital part in the relationships built between patient and physician during appointments. When referring to patient and physician communication it is important to take a person-centred approach which is believed to include the following 5 aspects: a biopsychosocial approach, which considers biological, psychological and social factors and their complex interactions in order to gain a better understanding of an individual’s health, illness and health care delivery. Whereas in teamwork, verbal and non-verbal communication is essentially a very big part of the effectiveness of a team. This is because one’s body language could for example, give the other team members an impression of not wanting to participate or perhaps not caring about the success of the assignment or tasks assigned.

The predominant difference between written and oral communication is that one uses written words for communication such as letters and emails whereas, the other uses verbal words as a form of communication. However, written communication is a formal verbal communication with professional language used in comparison to verbal communication in which one uses slang and abbreviation and therefore, is less structured and flexible.

4.3 Non-verbal communication 

“Non-verbal communication refers to the ways in which beings convey information about their emotions, needs, intentions, attitudes, and thoughts without the use of verbal language.” (Hall, 2001). I believe non-verbal communication is the most important form of communication because it “exposes” when one is being genuine, when they are telling the truth or lying and when they are uninterested in tasks. The receiver can gain a lot of insight by paying close attention to one’s eyes, mouth, hands, facial expression, how they dress and their posture because every part of our body sends out a message. However, it is believed that sometimes one’s body language and words do not correspond, and this is something that people should be aware of. 

Examples of types of non-verbal communication are as followed:

1. Silence is a form of non-verbal communication and could sometimes be because a person is sad, annoyed, tired, wanting some space or not feeling like talking.

2. Body language, for example:

· Space has an impact on an individual’s body language because we all have a sense of our personal space, for example, when a stranger moves too close our reflex is to move away.

· Touch - we tend to hug those we love and just shake hands with or perhaps only say hello to others. However, in some cultures such as in France, touch and affection is seen as the norm regardless of a person’s gender or sexual orientation. Whereas, in the UK for example, this kind of behaviour may cause offence as some may find it an invasion of their personal space.

· An individual’s posture sometimes tells others what they may be thinking or how they may be feeling.

· An individual’s appearance which can be seen in face-to-face communication may enable people to make judgements about you by the way you are dressed. An example of this is found in the case study “A Day with the Chief”.

· The skill of listening is often a neglected skill because we get taught to read, write, speak but not how to listen. According to Stanton (2009), when we hear something, we can only retain 50% of it in our memories. It is important to have well developed listening skills as it is the most important skill when reviewing the case studies.

“Unless somebody listens to the message and understands it, there is no communication, only noise.” (STANTON, 2009)

5. Advantages and disadvantages for communication in technology


The first advantage for communication in technology is that throughout the years technology has developed and made communication more accessible, portable and easier for individuals. From phone booths to smartphones, from writing letters on the typewriter to being able to email and text the individuals we may be wanting to contact. For example, I don’t have to leave my room here in London to call my mother or to text her in Nottingham, I can just do that from the comfort of my bed. Another example is that during the pandemic restrictions were in place which then meant that we were unable to see our loved ones if we did not live with them. Care home/hospital residents had to speak to their family and loved ones through their mobile phones and video call them on technological apps such as skype, WhatsApp and facetime. This meant that people all over the world could connect with each other.

Secondly, another benefit of communication in technology is that it eliminates the cultural gap amongst individuals such as an individual’s religion. The advancements of technology have encouraged people to interact and communicate with people all over the world enabling one another to share their ideas and views. For example, living in the UK and being able to make friendships in countries like Finland through the usage of technological communication such as snapchat, periscope, twitter, facebook, Instagram etc.

The disadvantages to communication in technology is that it could potentially cause a lack of empathy amongst health practitioners and the patients. This is because during the pandemic we moved into a telephone medical appointment era where individuals must attend appointments via phone calls and there is no face-to-face interaction unless it is really needed. This took away the human touch which is important when providing services to elderly people. It can also cause frustration amongst people who may not have technological intellect. 

The Last disadvantage to communication in technology is having poor implementation. 
Poor implementation is because practitioners are spending too much time struggling with the usage of technology rather than the patient care which can potentially cause a lack of trust amongst the service user and the practitioner. This is because the patient may feel neglected and as though they are not being attentively paid attention to. Another impact of this could be that practitioners are relying too much on technology and therefore not putting the service user in the centre of their care and perhaps struggling to be present during their scheduled appointments.
· 

6. Conclusion

In conclusion, the advancement of technological communication has improved and developed over the years making it more complex but accessible to different generations. It has positives such as being able to make friends all over the world and being able to stay in contact with friendships already established. Weaknesses of technological communication include the excessive reliance on technological devices. This has meant that there has been a decrease in human contact between people which may leave the older generation behind as they have not had the same opportunities as we do today. Nowadays you can see 5 years olds scrolling through YouTube independently or 8 years making Tik Toks. This has significantly had an impact on elderly people when communicating during the lockdown with their practitioners such as the GP. In my opinion, I believe we are moving to a positive era; however, older generations should be considered with the previous system still in place as an option too. Moving forward, the next elderly generation will be more technologically advanced bridging the gap between themselves and the future younger generation.
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