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1. [bookmark: _Toc102984418]INTRODUCTION

In Health and Social Care and in any other jobs, problems are totally normal. It is not something strange having issues in all the workplaces: where there are people, it will exist problems. And why? Because we are all different, therefore, we have dissimilar ideas and other ways to see and to act.
But is does not mean that it is not exist solutions to these situations, no. It is essential to find and to use tools to surpass them and to achieve all the goals that as a team have and to be able to bring to our community and excellent service with a hight quality. 

Some problems in Health and Social Care are: 

· Discrimination
· Low pay
· Gender pays gap
· Waiting times
· Insufficient training
· Lack of PPE
· Lack of staff
· Low pay 
· Lack of support for innovation
· Etc

Without doubt, there are many other serious problems which caused a bad environment between workers and sometimes, with patients in the workplaces. 

However, we will speak about an extensive problem that from the beginning of everything has existed: Communication. 

We are going to focus on the problems that communication can cause if it is not used in the best way within care homes as far as it is concerned. 


2. [bookmark: _Toc102984419]PROBLEM DEFINITION OR PROBLEM STATEMENT


Care workers, need and require an effective and good communication to be able to direct, to work and to supply the needs that patients and their families could have. 

If there are not GOOD communication skills in care homes, they will be many basic and essential needs without being attended, which will cause a low quality in the workplace.

In this fishbone tool, we can see the different problems that can arise if there is not an adequate communication in a care home:
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In a care home, we can divide in six parts the different problems regarding communication: technology problems, environment problems, problems in regard of people, verbal problems, non-verbal problems, and written problems. 



2.1. [bookmark: _Toc102984420]Technology 

In the United Kingdom, there are an approximated of 11,300 care homes for the old people with an estimated of 410,000 residents. 

An important proportion of the UK’s elderly population resides in these homes:




	Aged 65 or over
	Aged 85 or over

	4%
	16%




Having this numbers, it is necessary to be conscient to supply all the needs of each one of the residents, but if there is not a good technology (which is essential in the development of care homes), it will be difficult to achieve it. 

Some technological problems are the low qualities of devices, such as computers and phones. Thanks to them, it is possible to have communication. 
These basics devices are essential in all care homes to have communication between workers, patients, and patients’ families.

In many care homes, they had introducing technological platforms such as Skype, and it had been a totally success. The care homes residents can have communication with their families and friends through this app using video and voice. And not only with their loved ones, but also with their cares and doctors.

But unfortunately, not all the care homes had this chance. During all the lockdowns that we had in 2020 and some months of 2021-2022, many old people suffered loneliness because of the lack of connection. In the UK, only 35 per cent of the care homes have internet access. That means that more than half of the elderly population was totally isolated and alone during this pandemic period that little by little, it is coming to its end.





2.2. [bookmark: _Toc102984421]Environment 

In care homes, most of the residents has dementia. People with dementia need to clearly see their environment, to see their rooms, spaces, signs, and equipment.  

But not only that, but a care home with a poor lighting can also be a perfect place of many accidents. 

Low-light spaces will not permit to notice non-verbal communication between carers and residents. This makes cause significant problems in communication. 

And besides that, there is many people who live in care homes, here in the United Kingdom, who have a hearing loss. 


	2020
	2032

	75% elderly people with hearing loss
	80% elderly people with hearing loss




So, it is essential a lightning environment in care homes for those who do not have the same ability of hearing that before. If they maybe have problems to hear voices, they will be able to see the lips of those who are speaking and understand what they are saying and therefore, to have a good communication. 
A place with a lot of noise, will be an impediment for a success communication. It is necessary a calm environment to hear what the care workers say, and the residents also say. Besides of that, noisy places make not only elderly people nervous, but also to the carers.





2.3. [bookmark: _Toc102984422]People

In care homes, understaffing affect quality of care for residents. And unfortunately, there is a high level of understaff, a reason of it is that the care worker gets above minimum wage, that is why, many of them decide to work in other places.  
And on this year, we expect care staff shortages to reach 100, 000 thanks to new changes and laws in Care Quality Commission. 

Understaff totally affect the communication, if there are not enough people in care homes, the communication will be minimum, and sometimes, null.

Lack of training is another big issue in care homes, in this table we can see the results of the research of Community Care in 300 care homes which supported elderly people over the age of 65 years old: 





Without at least, a good quality of training in care homes, it is impossible to work as a team and to achieve all the goals. It is indispensable a good quality of training in all the care homes. 



2.4. [bookmark: _Toc102984423]Verbal 
We can say that verbal communication is the most important and the most used in this area. But sometimes, we can have problems if we do not understand that there are different important aspects here: tone, foreign language, and dialect.
All people have different personalities, that is why we can speak with a different tone, and when that happened, we can understand the information that we receive from other in a different way. 

In United Kingdom, in 2020/22 the 7% of care workers had an EU nationality and the 9% had a non-EU nationality. That means that many of the carers maybe did not have English as their first language, therefore, communication could be affected in some way. 
And it is not only the foreign language, but dialects can also have a big impact in communication.
Dialects are versions of languages. So, for example, people of the North of the United Kingdom can pronounce the same words that people of the South of the South of the UK but differently, and they may not understand.  




2.5. [bookmark: _Toc102984424]Non-verbal 

We can have problems in communication with our patients and our colleagues when they exist emotional difficulties and cultural differences. 

There is a large percentage of care home’s worker who have difficulties with anxiety, stress, depression, OCD, due to their mental health. This is something that should be alarming and that is the reason why the United Kingdom Government has introduced a consultation for everyone, (also care home takers) on wellbeing and mental health. 

The employers must identify who are the employees who are needing mental health support. How? With small steps, such as asking regularly and listening the employees and acting according to their situation.

As we said before, we are all different and we can be with people from different places of the world, therefore we will affront some cultural differences and we need to be mature to understand that and to be able to deal with this reality. We cannot pretend to change the culture of someone, we need to learn to respect all the cultures of the residents and care homes workers. 

The body language is essential in this job, many of the elderly people cannot have the same ability that before to speak, for this reason, in many times, their needs are not attended by the care homes workers. A person’s face can reveal and shows their feelings!










2.6. [bookmark: _Toc102984425]Written 
Is crucial to have the capacity to wite in a correct way letters, emails, reports, appointments, and prescription as a care home worker. It must be:

· Accurate 
· Clear 
· Legible 

Nowadays, technology gave us the ability to do not only handwriting documents, but electronic documents. Is important to train the carers in that because even though it is easier, if we do not how it works, we can have communication problems. 
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3. [bookmark: _Toc102984426]SWOT ANALYSIS

As we saw, a bad communication, can caused serious problems in the workplace. More exactly, in health and social care sector. For this reason, is essential and important to find solutions for all the employers, having in mind their wellbeing and the patients. 

Using SWOT analysis, will help to find solutions: 

	STRENGTHS
	WEAKNESSES
	OPPORTUNITIES
	THREAT

	
Good number of staff 

Good technological tools



	
Small spaces.

Lack of light in some rooms.

The care home is near to an avenue  Noisy environment
	
Weekly training

Mental health
support

Check payments







	
Different cultures


Low level of the language






SOLUTIONS:

· Organise, do changes in the structure to have comfortable spaces for the patients and employees. 
· Use tools that isolate the noise from the street, for example, mineral wool on the walls.
· Bring to the employees who are not native and have difficulties with the language, free classes of English (writing and listening) to improve it.
· It is necessary to continue providing mental health support to all the employees and a suitable weekly training in health and social care.
· To check and give corrects and punctual payments.




4. [bookmark: _Toc102984427]DISCUSSION

4.1. [bookmark: _Toc102984428]Primary stakeholders

· Customers

· Employees

· Suppliers

· Shareholders


They are vital, it is important to supply them all their needs and requirements.


4.2. [bookmark: _Toc102984429]Secondary stakeholders

· Consumer groups

· Competitors

· Media

· Government

A bad communication here, will affect directly to the primary stakeholders, they need to be aware of the needs of them. 
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5. [bookmark: _Toc102984431]CONCLUSION
How we use communication can bring two options: excellent and successful results or devastating results. The good news is that we have the power to choose which one we want to get, and how? By considering these tools and knowledges. Surely, we will face different issues in care homes and sometimes these can be as big that we will think to give up. But, in those moments, we need to remind that in those care homes are many elderly people waiting for us, and why? Because you learnt how to deal with all the difficulties and at the same time, your love to your job does not change. 
Remember that communication can be a deep hole, or an excellent bridge to the success.







6. [bookmark: _Toc102984432]REFERENCES
BTECHSC. (2010) Communication in health and social care. Available at: https://resources.collins.co.uk/free/BTECHSCunit1.pdf  (Accessed at:  15 April 2022)


Alzheimer’s Society. (2007). Home from home. Available at:
https://www.alzheimers.org.uk/sites/default/files/migrate/downloads/home_from_home_full_report.pdf (Accessed at: 15 April 2022)


Care Quality Commission. (2011). The state of health care and adult social care in England. Available at:
https://www.cqc.org.uk/sites/default/files/documents/6227_cqc_soc2009-10_tag.pdf (Accessed at:  29 April 2022)


Sehta. (2015) Technology and Innovation in care homes. Available at:
https://www.sehta.co.uk/cms-data/depot/sehta/Technology-Innovation-in-Care-Homes-The-SEHTA-Review.pdf (Accessed at: 29 April 2022)


Moya Lothian-McLean. (2020). Imagine lockdown alone with no internet – welcome to life in a care home. Available at:
https://www.indy100.com/news/care-homes-internet-wifi-elderly-lockdown-isolation-matt-hancock-9520806 (Accessed at: 29 April 2022)


Wright Hassall (2017). How can technology benefit care homes? Available at:
https://www.wrighthassall.co.uk/knowledge-base/how-can-technology-benefit-care-homes#:~:text=Introducing%20care%20homes%20to%20technology,their%20family%20and%20wider%20community (Accessed at: 1 May 20212

Competition & Markets Authority. (2017). Care homes market study: summary of final report. Available at:
https://www.gov.uk/government/publications/care-homes-market-study-summary-of-final-report/care-homes-market-study-summary-of-final-report#:~:text=We%20calculate%20that%20there%20are,care%20homes%20for%20the%20elderly.&text=Around%2095%25%20of%20their%20beds,services%20from%20independent%20care%20providers (Accessed at: 1 May 2022)


Social care institute for excellence. (2020). Dementia-friendly environments: Lighting.  Available at:
https://www.scie.org.uk/dementia/supporting-people-with-dementia/dementia-friendly-environments/lighting.asp (Accessed at: 1 May 2022)

Action on hearing loss. (2017) Supporting older people with hearing loss in care settings. Available at:
https://rnid.org.uk/wp-content/uploads/2020/05/A1422_Hear_to_Care_Guide_A4.pdf (Accessed at:1 May 2022)


Care home management. (2021). Care staff shortages expected to reach 100,000 in 2021. Available at:
https://chmonline.co.uk/care-staff-shortages-expected-to-reach-100000-in-2021/ (Accessed at:  29 April 2022)


Rachel Carter / Community Care. (2015). Poor training of care home staff leaving residents at risk, investigation finds. Available at:
https://www.communitycare.co.uk/2015/10/28/training-deficit-among-care-home-staff-leaving-residents-risk-investigation-finds/ (Accessed at: 1 May 2022)


Skills for care. (2021) Workforce nationality figures. Available at:
https://www.skillsforcare.org.uk/adult-social-care-workforce-data/Workforce-intelligence/publications/Topics/Workforce-nationality.aspx (Accessed at: 29 April 2022)

Rewarding Learning. (2013) Health and Social Care. Unit AS 2. Available at:
https://ccea.org.uk/downloads/docs/Support/eGuide%3A%20AS/2020/AS%202%20Communication%20in%20Health%2C%20Social%20Care%20and%20Early%20Years%20Settings%20eGuide.pdf (Accessed at: 1 May 2022)


Dentons. (2022) UK Government opens consultation on mental health and wellbeing. Available at: https://www.dentons.com/en/insights/articles/2022/april/28/uk-government-opens-consultation-on-mental-health-and-wellbeing\ (Accessed at: 08 May 2022)

















7. [bookmark: _Toc102984433]APPENDIX
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Quality of training

Inadequate	115	Requires improvement	75	Good	5	
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