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[bookmark: _Toc69205828]Introduction 
The healthcare industry is perhaps the most significant aspect of the business environment (Laurenza et al., 2018).  However, in recent times, this industry has been facing some severe issues and challenges that arise due to several aspects such as irregular government regulations, ignorance of the healthcare requirements, and decreasing number of innovations in the healthcare sector. 
As such, this report is essentially going to thoroughly examine the problem of verbal and non-verbal communication in the workplace. This will be primarily done using the analytical framework of PESTLE and Fishbone analysis. Moreover, this report will include a discussion of the impacts of this problem on all the stakeholders involved such as professionals, service users and regulators. It will also analyse the decision-making process inclusive of the relevant legislation. Furthermore, it will also contain an analysis performed on the available solutions to this problem and recommend the most appropriate solution. This report will comment on the most suitable solution that can be implemented at the workplace along with appropriate monitoring techniques to ensure that the solution is implemented successfully.



Overview of the general problems in healthcare 
Some of the most general challenges emerging in the healthcare sector include integrated advanced technology into healthcare services. It has become a problem for the healthcare sector to harness the innovations to their benefits and enhance the quality of healthcare services. As the digitisation and integration of technology in other aspects of the business sector is increasing, the healthcare sector is also in dire need of forging partnerships with the organisation that develop such technologies (bbc.com, 2021). Delayed and improper payment processing and invoicing is also another one of the major problems in healthcare, leading to poor services and dissatisfaction from the clients as well as the employees working in the healthcare sector (Montgomery et al., 2017). However, one of the biggest emerged issues is verbal and non-verbal communication between the workers in the healthcare industry and patients. Therefore, this report is essentially going to discuss the problems of communication in healthcare.
[bookmark: _Toc69205829]Problem statement 
In the essence, communication refers to exchange of information, ideas, and opinions between oneself or others. Communication in the healthcare sector is very essential as it allows and empowers the patients to indulge in the treatment resulting in better self-management. However, due to multiple of reasons, the communication gap in care home is rapidly increasing. In order to assess the factors behind the communication issues in care home, Fishbone analysis, PESTLE analysis, and Burke-Litwin change model can be used as below:
[bookmark: _Toc69205830]Fishbone analysis:
In order to further examine the root cause of the gap in verbal and non-verbal communication of healthcare problem, Fishbone analysis can be used. This tool was developed by Dr Kaoru Ishikaya to systematically approach a problem (Jamšek and Dolšek, 2020). Following is the fishbone analysis of the problem on communication of the healthcare service:
Communication


Management 
Machine 
 People 
 Method
 Environment 
 Measurement 
Ineffective management 
Emotional control 
 Care home, Hospitals 
 Patients dissatisfaction 
Online platform 
service users, Families 
 Larger bodies 
Facilities, wages, training 
 Doctors and nurses
 Feedback, Time management  
Surgery
 Decreasing use

Figure 1: Fishbone analysis of the communication 



· Management- 
One of the most significant causes behind the communication in the healthcare system of the UK is ineffective management in hospitals and other healthcare facilities. As the management is first hand responsible for the communication in healthcare facility, it has a huge impact on the communication uses as well. For instance, ineffective management can lead patients and their families to not finding opportunities to communicate with the appropriate person such as a doctor (Mosadeghrad and Isfahani, 2020). Moreover, as there are larger bodies involved in healthcare, the communication gap is further widened due to barriers present in the system. 
· Machine- 
Lack of effective communicational tools in the healthcare facilities like speakers can also prove to be a cause behind ineffective verbal communication in the healthcare sector. Hence, most of the time ineffective tools are responsible for the communication gap at any healthcare facility, as observed from the analysis. Moreover, the rising use of the online platform for interaction also reduced the direct interaction between the patients and employees in healthcare, leading to a communication gap due to the absence of non-verbal communication through online platform. The resources such as training of the employees, their wages, and facilities in healthcare homes also affect the communication to a great extent.
· People- 
The higher expectation of the people from the healthcare system of the UK is another major reason behind the poor communication. According to the primary data gathered from the interview with the manager of the General Hospital, it was assessed that patients held too many expectations from the hospital, and were disappointed when the expectations were not met by the hospital staff, straining the communication between them (Duell, 2018). One of the most prominent phrases used in the healthcare system is 'bedside manner' which refers to the interaction carried out by the doctors or nurses with the patients. Many of the employees in the healthcare sector might be undertrained regarding this aspect, leading to the communication problem as assessed from the primary data gathered. The communication problem in healthcare homes primarily involves service users, families, nurses and doctors as well.
· Method- 
Inhumane treatment from the staff of the healthcare facility can be a major cause behind the communication issue. There are several factors behind this element as well, one of which includes the rational approach towards healthcare and money-minded procedures. It is one of the most important ethics of the healthcare sector to treat the patients with empathy and kindness, which can be seen lacking in modern times as gathered from the interviews with patients. Additionally, the long procedures at the hospitals can pose a major barrier in communication between the patients and employees. Hence, the time management in healthcare cares proves to be responsible for the communication issues occurring. Moreover, the ineffective system of feedback is equally causing the communication gap.
· Environment- 
A busy environment where doctors and nurses are in hurry due to an increasing number of patients with fewer staff to take care of them can also lead to a communication gap in the healthcare system. There is another reason behind such environment which is the increasing number of patients in the healthcare sector and less staff to cater to them. Moreover, rational treatment from the staff to the patients is also capable of producing the gap in communication  the healthcare sector. Conclusively, the overall environment of the healthcare home is a major contributing factor that affects the communication.
· Measurement- 
The increasing number of patient dissatisfaction can prove to be a significant cause for verbal and non-verbal communication in the hospital or other healthcare facility. Moreover, the decreasing use of healthcare services is also a major indicator of the increasing communication gap in the healthcare system of the UK which can arise due to a number of factors as discussed above. As more people of UK are not relying on the healthcare sector of the nation, communication gap both in verbal and non-verbal sense is widening. 


[bookmark: _Toc69205831]PESTLE analysis: 
The healthcare system of the UK experienced a jump from 3.6% to 9.9% of GDP from 2015 to 2016. Moreover, it is predicted that by the year 2016, it will have increased as much as 14% of GDP (talk-business.co.uk, 2021). Moreover, the NHS is promised to receive £20 billion by the year 2024, giving an indication of the enormity of the healthcare system of the UK which is increasing at a rapid pace, making it difficult to meet the communication needs within the system (Jessop, 2018). In order to examine the reasons and factors behind the increasing issue of verbal and nonverbal communication of healthcare system in the UK, PESTLE analysis can be performed as below: 
Political factors:
· Government regulations- 
The public institution of NHS usually establishes regulations and policies regarding healthcare in any sector. These policies and regulations are bound to affect the healthcare homes to a great extent. A more inclusive and strict regulation regarding care homes will impose the care homes to deliver more effective services, resulting in better communication and patient satisfaction.
· Laws and legislations- 
There exists a variety of factors that greatly affect how NHS functions like tax legislation, insurance mandates and tax legislations. The changes in tax policies can influence the benefits granted to NHS while government subsidies can also benefit NHS which then determines the channels of communication integrated in the healthcare system.
Economic factors:
· Economic conditions- 
Since the recession of 2008, the economy of the UK has been steadily increasing to cope up with it (Hodgson, 2019). The interest rates amongst other factors of the economy have further contributed to the financial strain on the NHS, in turn increasing the issue of verbal and non-verbal communication between the managers and employees working in the healthcare sector.
· Austerity measures-
To deal with the economic losses of the recession, the government of the UK introduced a variety of austerity measures that essentially dealt with reducing the money spent on the public has also impacted the finances of NHS. This can cause healthcare homes employing fewer staff to cater to the larger number of patients comparatively. This has further widened the gap in communication between the public and other entities involved in the healthcare sector
Social factors:
· Increasing age-
Although the healthcare service of NHS has improved over the years to assist in the healthcare issues of the old population, the treatment regarding the same can last for a longer period with much expensive diagnosis. Moreover, the increasing age can also cause additional communications issues in patients which is another one of the major factors to put a strain on communication. 
· Increased knowledge- 
Due to the internet and social media, tt has greatly affected the functionality of NHS as the customer expectations from this organisation is drastically increased, putting pressure on NHS and other healthcare facilities to provide better services and focus on integrating innovation and technology. Although it has enhanced the healthcare quality in the nation, it had inevitably led to communication gap in these services as well.
Technological factors:
· Enhanced healthcare-
The technological advancements have proven to be a positive impact on the healthcare system of not the only UK but all over the world. This has significantly improved the healthcare system provided by the NHS along with better treatment for health issues, the technological innovations have also resulted in the better means and channels for verbal and non-verbal communication.
· Digital communication- 
Technology has resulted in enhanced knowledge and education about healthcare in the UK. Additionally, this has resulted in a better communication at healthcare homes as communication via the advanced technology is more convenient and quicker. Digitalisation seems to have positively affected the communication in healthcare especially in the period of pandemic of COVID-19 (Latif et al., 2019).
Environmental factors:
· Environmental conservation- 
Due to the growing concern for environmental damage caused by the business industry including the healthcare one, more and more people are demanding practices and technologies introduced by NHS to reduce the damage. This in turn causes all the funds to channel in the innovation and development of such technologies, which further widened the gap in communication in the healthcare sector of the UK.
· CSR policies-
It has become utmost important for healthcare facilities to implement corporate social responsibility policies that take the environmental issues into account. service users of UK will hesitate to patron such organisations that does not support this. If CSR policies are not managed properly, it can create bad reputation for the healthcare service, standing as a barrier to effective communication.
Legal factors:
· Litigation- 
The patients or their family members tend to seek retribution in courts, resulting from the unsatisfactory services provided by the healthcare providers resulting from the verbal and non-verbal communication problem. This in turn leads to lawsuits and settlements, which are expensive. This is also one of the reasons of funds of NHS being diverted and used for causes other than the improvement of healthcare, leasing to increased cost for the consumers of the healthcare system.
· Implementation of National Health Policy-
The national laws and legislations are prime mechanism to develop and improve the service of healthcare in any nations as stated by the WHO. These primarily help into transforming the health care policy objectives into strategic actions. The laws and legislations primarily allow significant set of standards and procedures to be established that effectively works towards improving the healthcare service, and the communication associated with it as well.

[bookmark: _Toc69205832]Burke-Litwin change model –
Burke-Litwin change model essentially explains the drivers of change in an organisation or a system. The factors regarding communication that serve as drivers for change can be effectively analysed using the Burke-Litwin change model as follows (Bejinariu et al., 2017):
1. External environment- As observed from the PESTLE analysis performed above, there are different factors responsible for the communication in the healthcare system, which majorly impacts the change in the organisation as well.
2. Mission and strategy-  It is very necessary that the mission and strategy of the healthcare system of the UK are communicated effectively to the ned users. If it is not happening, it is a major indicator of change in the system. 
3. Leadership- Leadership is another vital aspect responsible for change taking place in a system, which also depends on the communication taking place within the system.
4. Organisational culture- Organisational culture is very much shaped by the role of communication, also affecting the need for change.  
5. Structure- the change is needed in a system or organisation if the communication is not integrated into the structure of the company. 
6. Work Unit climate- This refers to the perception shared by the employees about their colleagues. This is especially impactful as communication in the healthcare system greatly determines the work unit climate.
7. Individual skills- Communication can help the organisations in the healthcare sector of the UK assess whether it possesses appropriate skills or not and where the change is needed.
8. Individual values- verbal and non-verbal communication greatly impact the individual values and helps them to align with the organisational values through serious changes whenever needed.
9. Employee motivation- Employee motivation in any sector is often impacted by the level of communication integrated into the organisation, which can lead to organisational change if the motivation is low.

[bookmark: _Toc69205833]Discussion 
This issue has had widespread consequences on all the entities involved in the healthcare sector. Following are the major impacts of the problem of Verbal and non-verbal communication in the healthcare service on its stakeholders:
· Employers- 
The healthcare system of the UK not only includes NHS but other private firms as well which provide healthcare benefits through insurance. Hence, to maintain the profitability of the business and sustainability of the company, many of these employers are made to lower the employment payment and instead invest it into the training of the staff in the organisation to foster better communicational skills. Moreover, to cope with the communicational gap, these employers are also promoted to increase the prices of the insurance and cut down on the healthcare benefits so that the capital can be invested in better systems of communication (Baraldi and Gavioli, 2020). Moreover, the employers may also comprise on the codes of conduct in healthcare if the ethics and morals of the healthcare services are not communicated properly.
· Government- 
The government also represent a vital stakeholder of the healthcare system of the UK. Hence, the government often implements new methods to promote healthy communication in healthcare that supports people from different cultural backgrounds as well. Moreover, it is also in Government's control to modify or propose new legislation regarding the healthcare sector essentially to deal with the problem of verbal and non-verbal communication gap in healthcare and limit it (Blackburn et al., 2017).  Furthermore, as discussed above, the government is also responsible for bridging the communication gap between healthcare professionals and communities existing in the UK. Herne the government essentially emphasis carrying out various campaigns and training to promote effective communication in the healthcare system to provide better quality healthcare to all the people involved at every stage.
· Service users- 
The biggest impact of verbal and non-verbal communication gap in the health care services is experienced by the service users or households. As discussed above, rising verbal and non-verbal communication gap not only limit the potential of service benefits one can get, but can also result in the patients’ dissatisfaction increase, the greater amount paid to the employers and reduced quality of healthcare benefits (Johnson et al., 2021). Moreover, the rise in the communication gap in healthcare can prominently lead to increased consumer dissatisfaction coupled with an inability to access necessary and fundamental health care service in the nation. Moreover, it is within the right of service users to file lawsuits against the healthcare facility or home is the service are not communicated and delivered appropriately.
· Professionals-
Another group of the stakeholders that are greatly impacted by the verbal and non-verbal communication gap in healthcare is the employees, consisting of professionals ranging from doctors, specialists, pharmacists and nurses (Howick et al., 2018). Additionally, the communication gap in healthcare facilities can lead to adverse and negative consequences possibly jeopardising a life. Hence the healthcare professionals in the system are required to go through appropriate training to comprehend the need for communication, skills to spot the communication gap and create opportunities to bridge the gap with effective means. It is important that the healthcare professionals understand the potential of each law and legislation in healthcare and the importance of communicating it to all levels in the healthcare facility to put emphasis on appropriate communication. 






[bookmark: _Toc69205834]Analysis 
There exists a variety of different decision-making techniques that essentially helps with opting for the most appropriate options. Some of the most prominent techniques include Affinity diagrams, Conjoint analysis, Cost/benefit analysis, and Pros/cons technique. As for identifying the most appropriate solution to the problems of increasing expenses in the healthcare sector, the Pros and Cons method will prove to be most effective. As such, the following is the decision-making technique of Pros and Cons applied in the context of the rising expenses in the healthcare issue: 
· Education and training- 
It is very necessary that the employees in the healthcare system are provided with constant education to maintain the learning curve. The government and employers can identify the communication goals in the system and pride training to the staff as needed (Hargraves et al., 2019). This will significantly improve both verbal and non-verbal communication in the healthcare system. However, training alone will not guarantee effective communication as the employees should be motivated to interact with the patients as well.
· Improving Accessibility- 
The emerging technological advancements are not only beneficial in medical terms but also for information technology. Hospitals and other healthcare facilities can promote effective communication through digital medium to make it convenient to communicate with patients in a time of needs. This method is very convenient and effective which can essentially improve the verbal type of communication (Brice et al., 2021). However, there are limitations to this solution as well. Communication through technology might be feasible for everyone especially the elderly generation of the UK. Also, it does not guarantee to improve non-verbal communication.
· Regulatory legislations-
Another effective solution to the communication gap in healthcare is the implementation of appropriate legislations and regulations from the government of UK and other prominent authorities involved. The legislations can be devised by keeping the importance of communication and codes of conduct into consideration. The only drawback with this solution that it will require wide scale implementation across the country which could prove to be challenging.

[bookmark: _Toc69205835]Recommendation 
From the above analysis, the solution of education and training is the most effective method to bridge the verbal and non-verbal communication gap in the healthcare sector of the UK. This solution can be effectively implemented by employers as well as the NHS in every aspect of healthcare. The most effective approach would be to start campaigns in the healthcare facilities that emphasise the importance of verbal and non-verbal communication in this sector how it can greatly impact the quality of healthcare service provided. As for communicating the solution to the stakeholders, the benefit of effective communication must be made aware to the government and the employers. This will encourage them to implement appropriate training and education in the system regarding verbal and non-verbal communication. As for the healthcare professionals and service users, how the communication can further contribute to improving the healthcare quality should be conveyed. 
As far as the monitoring and reviews techniques are concerned, the method of Quantifiable Monitoring, as well as Behavioural Monitoring, can be utilised. In the former technique, how effective communication is taking place in the organisation can be measured through the satisfaction level of the patients. In the latter technique, whether or not the solution has been successfully implemented can be observed through the change in behaviour of the staff as well as the service users of the healthcare system of UK (Mullan and Novoradovskaya, 2018).

[bookmark: _Toc69205836]Conclusion 
Conclusively, the healthcare system of the UK has been facing some major problems one of which is a verbal and non-verbal communication gap. The Fishbone analysis showed a variety of causes behind this phenomenon such as long procedures, busy environment, and non-empathetic treatment. The PESTLE analysis, on the other hand, concluded how different environmental factor affected this issue. From the analysis, the solution of training and providing education to the healthcare professionals regarding the significance of verbal and non-verbal communication gap will be the most effective in terms of resolving the issue.
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