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Introduction

Communication in the workplace is essential to maintain a successful and fruitful environment. A lack of communication between employees in a professional setting can be detrimental to a business or a company as it is vital that all personnel are on the same page and understand each other to the point where things run smoothly and difficulties are kept at a minimum. Communication is also key in building relationships with customers and clients. In this is essay, I will be talking about how communication is present at my wife’s workplace, Healthcare 24/7, and how she keeps in contact with her co workers on a day to day basis, maintaining good professional relations with clients and other carers, as well as her experiences of ineffective communication within the company.
Healthcare 24/7 provides private homecare services to elderly and vulnerable people, enabling them to retain their personal independence. Communication is also the key to building a team and ensuring staff feeling happy and motivated. 
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Mrs Mutahid has worked for the company for 5 years as a Homecare Assistant. In her role she is often partnered with other team members, and so it is important that they work effectively as a team. She also is required to communicate with clients, many who are vulnerable and some of have communication difficulties. She sees communication as a key part of her role.
Currently, she is working with a client whose ability to communicate has been affected by a stroke. In this situation she relies on understanding the body language of the client. Whilst we know that reading body language is key in all face to face communication, it is particularly important in this situation. “We can say that non-verbal communication is important in expressing our emotions. Emotions such as happy, satisfied, confident, surprised, eager, tired, stressed, sad etc. These are almost all expressed through different body gestures and face.” (Essays 2016). Mrs Mutahid relies on interpreting facial expression and physical gestures in understanding the needs of her client. Developing a relationship over time has been an important factor in this working well when visiting the client.
When working alongside other carers, this non-verbal gestures between them are crucial in supporting the client, and so a strong working relationship and being able to interpret each other’s body language becomes key to being a successful team.
Effective communication from her employers is critical in ensuring she has a in depth understanding of the needs of the clients and being clear about where she needs to be. Her employers communicate with her in a variety of ways.
Email
Rotas are emailed 3 days in advance to a work email address, and payslips monthly to a personal email address. Staff holiday requests need to be submitted by email. In this case, email is an appropriate form of communication, as staff know when the rota will be available and all check it as soon as it is available. The team do report being frustrated by the notice given around working hours. They used to have this information a week in advance, but recent changes, been it is very difficult for them to plan childcare and other commitments.
Text
If Mrs Mutahid is required to work additional hours, this is communicated by text message, frequently on the day required. This is followed up by a phone call if she does not respond within an hour. My wife does not respond to the text messages, as she feels she should be asked by telephone when effectively, ‘doing work a favour.’
Face to Face Meeting
Mrs Mutahid meets with her line manager monthly to discuss any concerns with work, including problems with clients and rotas. She may also be called into the office from time to time to discuss changes in care management for clients. The staff team only meet together when formal training takes place. This means that they do not get to know each other until they are paired to work together with a particular client.
Telephone
If Mrs Mutahid experiences issues with clients and needs to talk to the line manager directly, she can either telephone or call into the office, depending on how urgent the problem is.
In addition to the communication with staff, the line manager is responsible for liaising with families and clients. This includes gathering the correct information about their requirements around care and medications, 
Recently, Mrs Mutahid was paired with another carer to manage the care of a particular client. This colleague did not drive, and the line manager passed on my wife’s telephone number so that she could request a lift. This colleague has concluded from this that it is part of my wife’s job and has become upset and angry when she is unable to collect her from home in order to visit the client. This is outside paid hours and she is not obliged to do this.
Griffiths defines communication as, “the exchange of thoughts, information, or ideas that results in mutual understanding between two or more people.” (Maund, Shriek & Tinkler 2017) The aim of communication is that the receiver accurately understands the message shared, whatever the means of communication. In my experience, when this does not happen this can be due to a number of factors including the clarity of the information shared, the medium of communication and the recipient’s listening skills. In this case it is unclear whether the misunderstanding was due to the message or how it was ‘heard by the recipient. “Regardless of the conflict, communication is usually an underlying factor.” (Bosworth 2019) 
Another example of poor communication causing conflict, this time with a client’s family, was when, without consultation with the family, the client’s carer was changed. Mrs Mutahid had worked effectively and built a rapport with a client who had Down’s Syndrome for 2 years. The family were given no notice that this would happen. My wife was given 1 weeks’ notice of the change via email and not given opportunity to meet with the new carer to hand over important care details. This resulted in the client being significantly distressed and the family threatened to move to another provider. Better communication with all parties could have elevated the distress to both the client and their family, and ensured a more efficient handover to the new carer.
My wife was informed that a long-standing client, with whom she had established a relationship, had passed away, by text message. ‘Shift cancelled, …. passed away.’ Griffiths explains how it can be difficult to communicate complex information by email. This also applies to sensitive information. Being emotionally intelligent as a leader or manager is an important factor in making decisions about how information is communicated, and in this case the information was not sensitively communicated. An emphatic phone call would have been more appropriate and would not have taken significant time or effort, but would have made Mrs Mutahid feeling supported and valued.
All clients have a Care Plan written by the line manager, which must give clear and concise instructions on the requirements for that client. These are followed by all staff, but are more critical when bank staff are required. These are staff that are not permanent employees of the company and often have not met the client previously. Mrs Mutahid reports that the information on these plans is clear, however there are occasions when the plan is not updated in a timely fashion. One example is of a lady who has been a long-term client of Healthcare 24/and has always been attended by one carer. Following a recent fall, it became clear to staff that she now required 2 carers because of her altered physical needs. Although the additional care was put in place quickly, the plan has yet to be updated, making it difficult for bank staff on duty.
[bookmark: _Toc534487162]Conclusions
In order to improve the communication at Healthcare 24/7, and therefore improve teamworking and effectiveness, I would recommend that more face to face communication with individuals and teams would be beneficial. This would enable staff to clarify their understanding of information shared and allow team members who may later be paired together to get to know each other before working together. The staff would feel part of a wider team, and the line manager would be better able to share the ethos and goals of the organisation. “The channel that we use to communicate does have implications for the way that communication is received.” (Morgan 2016), and text, telephone and email communication do not enable the team to clarify their understanding of messages, and the line manager can miss vital clues about a staff members interpretation of the information.
I would recommend that time was set aside for a proper handover meeting to take place before the transfer of a client to a new carer. This should involve both carers, the client and their family. This would provide reassurance to the client and their family and ensure the new carer had all the necessary information to ensure the client’s needs were met.
The communication and leadership skills of the line manager are critical to the success of the team. “Information highlights the importance of selecting, developing, and retaining managers who possess these necessary competencies.” Gilley A, Gilley W, McConnell & Veliquette. (2010). The skills level and training of the line manager is unknown, but continuing professional development to hone these skills is very important to the success of the team/business.
All of the above have financial and time implications. However, I do believe that improving team through better communication and building relationships would have real benefits in reducing conflict between staff and increase their productivity. Being part of a strong team makes staff feel better about themselves and their role. Happy staff results happy clients! A really positive step to building this team would be to publicly acknowledge the skills, knowledge and performance of individuals and teams within these meetings. Specific praise is really important in increasing moral and showing that you value staff. 
I understanding the operational difficulties faced by the company, such a staff absence and changes to required client care. However, if staff were to be given their rota in advance, it would improve staff moral and goodwill. Another essential is that written care plans are updated as soon as changes in client care need to take place to ensure safety for client and carer.
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