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Let's discuss the various types of written communication and nonverbal behavior; so that we
can overcome barriers as we assist our customers in the social service arena. We must be
engaged in all communication but written communication is just as important and effective to
assist your client population in meeting their goals. It is also vital that we hear the unspoken
words that are presented to us and to have the ability to understand the nonverbal behavior of
our colleagues and customers

Communication is defined as a process by which information is exchanged
between individuals through a common system of symbols, signs, behavior or
exchange of information OR information communicated, information
transmitted or conveyed OR a verbal or written message
How you communicate in an email is just as important as how you communicate in
person

To give an example on written communication, let’s look at the topic of feedback. We all look
to obtain information back; once we have completed something or we need to give feedback
to our customer once they have completed a goal.

As a resource expert in the social work arena, you
support and assist clients in navigating service
delivery systems, accessing resources, and
identifying service gaps and barriers. In servicing a
customer how much time would you say, you spend
writing notes and documenting your work and the
clients outcomes? 10%,30%, 50% or even 75%

Written communication cannot be avoided in the workplace. It is present everywhere
and consists of traditional paper and pen documents and letters, emails, typed
electronic documents and reports that are a part of the day to day business life.
Such methods of communication are indispensable for any formal business
communication and also for the issue of legal instructions.

What We Write Is Important
✓ Accountability (so that we can demonstrate we are
providing an appropriate and effective service)
✓ Legal responsibility (case records can be subpoenaed
as court documents)
✓ To keep a history of the client (so that we can provide
appropriate service/therapy/care)
✓ To make referrals to other agencies.

“The trouble with so many of us, is that we underestimate the power of simplicity”
Robert Stuberg

The amount of writing that social workers are having to do takes up more than half of
their time due to the quality of writing that social workers are required to produce.
The latter is most often framed in terms of ‘poor recording’ with recent government
sponsored reports pointing to the importance of improving recording practices and
systems that have broader concerns about effective communication, as has surfaced
in some high profile cases where ‘communication’ has been mentioned as a cause of
problems (Writing in Social Work Practices, 2018).

Is writing taking up too much precious social work time?

Is there really an issue with ‘quality’- and ‘quantity’ in your writing?
What functions does writing have for the social worker and can the demands
be met in a timely manner?

WRITTEN COMMUNICATION IN THE SOCIAL WORK ARENA
Writing is an important part of a social worker’s professional life. Often, a client’s welfare is dependent
on the social worker’s ability to write in a professional manner. Three common types of professional
writing in social work are case notes, assessments, and treatment plans. Each type grows out of good
listening skills; rely on accurate and objective details recorded during client interviews. This

means

you must record facts as opposed to opinions.
When you do offer a professional opinion, support it with relevant facts that the customer can research
and look up him/herself as well; if not omit
your professional opinion.

Where Is Your Written Communication ?
✓ Case Notes—These are objective descriptions or
observations of a situation. Case notes are
accurate, clear, and concise, and should represent
what you’ve observed, not your personal opinions.
✓ Assessments—These are descriptive compilations
of data gathered to present a cohesive view of an
individual or family. Assessments represent what
you think professionally, not personally, and are
descriptive, not diagnostic.
✓ Treatment Plans—These outline an intervention
that includes specific goals and objectives. Goals
are usually broad statements while objectives are
measureable actions to be taken.

Keep in mind that these documents become part of a
client’s record and that others will read and make
decisions based what you’ve written and can be
review by any source of the government for
investigation purposes.

Another source of written communication is email. Email communication has
become very common and is a highly essential tool for sharing of information
with one, hundreds as well as thousands of employees and partnering agencies.
It is usually a significant component of the communication plan and even though
it may not be a replacement for face-to-face or other methods of communication,
it is easily accessible and inexpensive.
→
→

→

Writing Effective Emails
Don't over communicate by email.
Make good use of subject lines
.
Keep messages clear and brief.

→ Be polite, Check your tone, and Proofread.

When is email NOT an appropriate form of communication to
use?
When your message is long and complicated or requires additional discussion that would best be
accomplished face-to-face.
For example, if you want feedback from your director or partnering agency on your work or the client you
should schedule a meeting or a conference call instead.
The information is highly confidential. Email is NEVER private! Keep in mind that your message could be
forwarded on to other people without your knowledge. A backup copy of your email is always stored on a
server where it can be easily retrieved by interested parties, even when you have deleted the message
and think it is gone forever.
Your message is emotionally charged or the tone of the message could be easily misconstrued. If you
would hesitate to say something to someone in a meeting or conference call, do not write it in an email.

NONVERBAL BEHAVIOR

Nonverbal behavior/communication is the use of body language, gestures and
facial expressions to convey information to others. It can be used both
intentionally and unintentionally. For example, you might smile unintentionally
when you hear a pleasing or enjoyable idea or piece of information. Nonverbal
behavior is helpful when trying to understand others’ thoughts and
feelings.
Pay Attention To Your Customers Body Language As Well
If they are displaying “closed” body language such as crossed arms or legs, or
hunched shoulders, they might be feeling anxious, angry or nervous. If they are
displaying “open” body language with both feet on the floor and arms by their
side or on the table, they are likely feeling positive and open to information.

Types of Non Verbal Behavior
Body Language
Facial Expression
Posture
Eye Contact
Gesture

Touch

Nonverbal Behavior in America VS. Other Countries
Eye contact
In many Asian cultures, avoiding eye contact is seen as a sign of respect.
However, those in Latin and North America consider eye contact important
for conveying equality among individuals.
Gestures
Gestures can convey wildly different meanings. Individuals in the United
States use the “OK” sign to convey that something is acceptable. In Japan,
the same hand symbol means “money.” Argentinians, Belgians, the French
and the Portuguese all use the symbol to mean “zero” or “nothing.” Still
other countries in eastern Europe consider that same sign an offensive
swear.

Facial Expressions
Winking is a facial expression particularly varied in meaning. In Latin America,
for example, the gesture is often considered cute or invitation to know each
other better . The Yoruba people in Nigeria wink at their children if they want
them to leave the room. And the Chinese consider the gesture rude.
Posture
Posture can convey power structures, attitudes and levels of civility. In America,
standing with hands on the hips may suggest power or pride, but in Argentina, it
may suggest anger or a challenge. Many cultures also frown upon showing the
bottom of the shoe, something that is considered dirty.
https://online.pointpark.edu/business/cultural-differences-in-nonverbal-communication/

Here are a few steps you can take to develop YOUR nonverbal communication
skills:
This is important because customers can read body language as well and WE
don’t want to give off the wrong perception EVEN when they don’t follow through.
Notice your emotions: Throughout the day, as you experience a range of emotions
(anything from energized, bored, happy or frustrated), try to identify where you feel that
emotion within your body. For example, if you’re feeling anxious, you might notice that
your stomach feels tight. Developing self-awareness around how your emotions affect
your body can give you greater mastery over your external presentation.
Be intentional about your nonverbal behavior. Make an effort to display positive body
language when you feel alert, open or even concerned about your surroundings. The
words and tone you choose to address the situation along with your nonverbal
communication will assist you and your customer will feel relaxed even during a time of
concern.

REMEMBER
To develop our understanding of written
communication between/among people there is
also a component that we must address as
well. We must be open to everyone's different
cultural backgrounds both in domestic and
international settings as well as across a variety
of contexts so that we are productive when
working to assist others.

THANK YOU!
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