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The effective use of online healthcare services



This report will discuss the best model of communication for online services, it will also discuss the advantages and disadvantages of online services.  This report will provide an overview on effective communication and why it is vital to have in health care. Finally, the future of online services will be discussed.
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Introduction
Due to the recent Covid-19 virus outbreak surgeries across the world have been forced to closed for the safety of both staff and patients. This has led to consultations being held online rather than face to face. This report will discuss both the advantages and disadvantages staff and patients will experience with online accessible services, it will also discuss which communication model would be more effective for staff to use and why, as well as who will benefit the most from online services. Finally, we will discuss if online services can replace consultations in - person in the future? 

What is communication?
Communication is the act of transmitting a message from the sender to the recipient. Communication is used to inform, show and share different information from one person to another, communication does not have to be verbal you can communicate through written communication, nonverbal communication this could be anything from facial expressions to body language, and visualisation this could be sign language or a drawing but every communication consists of three parts the sender, the message and the recipient. Communication will always have an information source, message and destination. (Jambucha, 2016)

Effective communication
Effective communication is when the sender and receiver have the same understanding of the meaning and emotion behind the information sent in message. Face to face communication is one the most effective way to communicate, this is because the receiver can see your facial expressions and body language as well as hear the tone of your voice this improves the chances of your message being understood correctly.
Written communication is effective assuming that the message is delivered and read. Another way to communicate is by oral communication over the phone, this gives you extra information than a letter or email would by allowing the receiver to hear the senders tone, pitch and volume in voice this helps understand emotion behind the message, for communication to be effective both the sender and receiver must have good communication skills such as speaking, presenting, listening reading and writing. (Morgan, 2017)
The information source produces a message and encodes it to travel the channel, the channel is the medium used to send the message to the receiver, the receiver then decodes the message.
The information isn't always understood in the way intended this could be because there wasn’t use of good communication skills for example,
if the channel of communication was face to face and the sender was talking too fast for the receiver to hear all of the words being said this would not get all the information across which would cause the communication to be less effective.
 Another reason the information may be misunderstood could be because the receiver did not decode the code in the way intended, this could be because of language barriers, noise interference or there may be words used differently to the receiver which may not be understood correctly. (Morgan, 2017)

Importance of effective communication in health and social care 
Communication is essential while working in health and social care, poor communication among health care professionals can cause errors in medical records and medication this can lead to patients receiving the wrong information, diagnoses, care, treatment and medication, It can also increase the length of stay and use of resources. Over 70% of the Root Cause Analysis NHS team mention that communication helps get results. 
[image: ]An effective communication skill in health and social care is SBARR this helps analyse the Situation, review Background, give the patient an Assessment, suggest Recommendation and give the patient your Response.

                                                        An example of the SBARR skill referred to above (2020)

 




It is important to communicate with other members of staff as well as your patients, it is useful to have a team brief at the beginning or the end of the shift this lowers interruptions through the day and allows staff to discuss any changes to the work environment, address relevant issues and discuss any updates on patients or medications.
 
It is important that the effective communication is used with patients as well as staff when communicating in health and social you should always have a plan of action you should consider the circumstances, the message you are about to deliver, who you’re delivering the message to, which channel of communication would be most effective and any action require
Don’t presume the patient understand what you're saying, it is best to ask them if they have any questions. Effective communication will help prevent errors and it will allow all staff to be on the same page and up to date with patient's treatments, it allows patients to feel more informed on what is going on and builds trust between patients and staff. (NHS, 2020) 
[image: ]
                                (The Importance of Effective Communication in Care | CareDocs, 2020)
Shannon - Weaver model of communication
The health care centre would benefit most by using the Shannon – Weaver interactive model of communication. 
The Shannon - Weaver model is one of the most used and influential models of communication developed in 1994 by two engineers who worked for Bell telephone labs in the united states, Claude Shannon and Warren Weaver. It is known as ‘Mother of all Models’, Shannon and Weaver developed the theory in hope to improve communication over the phone and radio. It is a two-way process. (Chandler and Munday, 2011). 
Shannon - Weaver model is a transmission model that is broken down in to six main elements: information source, transmitter, channel, receiver, destination and noise. The information source can also be known as ‘The sender’. A sender is the person or object that has a message to send this is the source of information, after the source of communication is chosen the transmitter encodes the message into signals, the message is the information that is being communicated from the sender to the receiver. 
The channel of communication is where you transmit or receive information this could be verbal communication, written, or a video this is also known as Communication infrastructure.  






The fourth element is noise, instead of assisting the message travel from the sender to the receiver it interrupts the receivers understanding of the message and acts as a dysfunctional factor (drew, 2020). Noise can be anything that interferes with the message reaching the recipient and being slightly different to the sender's message, noise can be real noises in person like a baby crying, a doorbell ringing or static noises over the phone, or tv’s, noises can also distort the message if someone has a hearing impediment, noise does not have to be physical it can be anything that interferes with the senders message reaching the receiver.
The receiver decodes the message from the signal in a form they understand, finally the message arrives at the destination.
  
a diagram of the Shannon – Weaver model discussed above. (2020) 
[image: ]

The reason Shannon – Weaver is best to use during online consultations is because it is a two-way process of communication this means both patient and staff will have to respond for the communication to be complete, Shannon - Weavers concept of noise was to help make communication more effective by removing any noise or problem causing noise that may interfere with the senders message reaching the receiver. This is beneficial during online consultations because patients may be at home with children who are being too loud in the background, by the doctor asking the patient to go into a quieter room this is removing the noise. Removing noise is important because if the message is interrupted it could lead to the wrong medical notes and treatment, the health care provider will receive information from the patient and provide feedback this makes the process of communication two ways.




Discussion

What advantages do online accessible services offer patients and staff?
Over a quarter of the patient population are using Gp online services, these services include ordering repeat prescriptions, booking and cancelling appointments, viewing test results and access to their medical records this saves patients calling the practice reception to complete these actions, this reduces administrative work load for practice staff and is quicker for patients (England, 2020). Patients can consult doctor anyplace anytime.
Online services are beneficial for the elderly and patients with little mobility and struggle to travel, they can book appointments, and order repeat prescriptions not only is this more convenient patients will spend less time traveling, this benefits the pharmacies as ordering repeat prescriptions online could result in reduction to the quantity of drugs held in stock, this will reduce the pharmacies outlay in costs. Patients being able to access online medical records allows them to access relevant information whenever they want this is more continent and increases patient satisfaction, booking and cancelling appointments online is beneficial because It reduces waiting time in the practice. (England, 2020). 

What are the disadvantages that need to be considered? 
Of course, there is no advantages without disadvantages although online services are quick and easy not everyone will find it so easy, people who don’t have smart phones may find it harder to access their records online, an elderly person who has never used the internet may find it harder than a person in their mid-twenties. 
One of the biggest disadvantages with online health services is that the doctors is unable to diagnose the patient physically, physical examinations are important because it helps doctors make the correct diagnosis, the examination cannot be done online as the results will be inaccurate.  (What are the Pros and Cons of Online Doctor Consultation? - Medy Life, 2020) 
If the patients communication isn't so good the doctor may not understand the problem and diagnose the patient incorrectly, if there are problems with the signal this can cut the appointment short without the patient getting feedback this will leave the patient frustrated. With online consultations you cannot decide what doctor you want to see. Patient may not know exact symptoms to get a diagnosis. There is a lack of privacy as privacy violations is an ongoing issue in cyber space, there are thousands of con websites which are selling prescription drugs illegally, there is limited resources and tests.





Are there particular groups of patients that will benefit most?
Patients with little mobility will benefit the most as they can order repeat prescriptions, cancel and book appointments, view medical records and consult with a doctor without having to travel, people with little experience with the internet and electric technology  will find it harder to use online services.   

Can online services replace in person consultations in the future?
Online health services are beneficial however they won't replace face to face consultations, as stated in the disadvantages listed above doctors cannot perform physical examinations online, physical examinations are important they ensure the doctor gives the correct diagnosis by the physical evidence, if the patient complain about an ear ache the doctor will need to examine the ear to determine the problem this cannot be done without a physical examination.

Conclusion and Recommendations.
After comparing four different models of communication the model that is best suited for online consultations is the Shannon – Weaver model, this model is a two way process this is perfect for online consultations as both the patient and health care provider need to share information to one another, it removes any noise that is interfering with information being  transmitted. The Berol's model of communication would not work here because it believes both the sender and receivers thinking pattern should be in sync as well as all the components discussed in the Berol's model of communication. Shannon – Weaver is best suited for online calls as it was developed to improve efficiency of telephone cables and radio waves. Removing noise is important during online consultations to ensure the correct information is being received, communication will be incomplete if staff don’t give the patient feedback.
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Situation:

I am (name), a nurse on ward (X)

| am calling about (child X)

| am calling because | am concerned that...

(e.g. BP is low/high, pulse is XXX temperature is XX,
Early Warning Score is XX)

Background:

Child (X) was admitted on (XX date) with

(e.g. respiratory infection)

They have had (X operation/procedure/investigation)
Child (X)'s condition has changed in the last (XX mins)
Their last set of obs were (XXX)

The child’s normal condition is...

(e.g. alert/drowsy/confused, pain free)

Assessment:

| think the problem is (XXX)

and | have...

(e.g. given O, /analgesia, stopped the infusion)
OR

I am not sure what the problem is but child (X)
is deteriorating

OR
| don’t know what's wrong but | am really worried

Recommendation:

I need you to...

Come to see the child in the next (XX mins)
AND

Is there anything | need to do in the meantime?
(e.g. stop the fluid/repeat the obs)

Ask receiver to repeat key information to ensure understanding

The SBAR tool originated from the US Navy and was adapted for use in healthcare by
Dr M Leonard and colleagues from Kaiser Permanente, Colorado, USA

If you require further copies quote SC043
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