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Communication in the School Health Team, Compass Wellbeing (NHS)
[bookmark: _Hlk523340863]Introduction 
The purpose of this report is to discuss the different communication skills used in the school health team which consists of 30-40 team members. How some communication skills can be improved throughout the service from team leader to co-worker to their client group. 
The report will be supported by scholarly material in addition knowledge and understanding of which is relevant to and focuses on the task. 

[bookmark: _Hlk523340966]Encoding and Decoding Messages
According to Maund, (Maund, Schriek, Tinkler 2017) the exchange of thoughts, ideas and information is called communication. In order to communicate there must be a sender and a receiver in addition  to some form of transmitter. Transmission medium can be oral, written, non-verbal or electronic.
The sender should have an idea or concept which he or she then encodes into symbols, this can be in the form of picture or words or both. The sender then chooses the method to transmit the idea or concept. When the message is received by the receiver they then decode the symbols to have a meaningful understanding of the intent of the sender. When the receiver accurately understands the message that is when meaningful communication has taken place. 
[bookmark: _Hlk523341053]Verbal Communication
[bookmark: _Hlk521606962]Both words and verbal fillers envelop verbal communication. In order for the verbal communication to be effective it needs to be interpreted accurately, this can only take place if the word or language is chosen efficiently. Otherwise the meaning of the words communicated can be misunderstood or misinterpreted.(Maund, Schriek, Tinkler, 2017)
A school health team has a very mixed group of people working together who come from different ethnic groups and have a wide-ranging skills mix. They provide service to 5-19 year old pupils and communicate with different agencies, pupil in school settings and their parents / careers. And off course with their other in house colleagues and team member to managers.
When a member of staff is communicating verbally, they have to consider many factors and choose effectively and be very selective in the word and other verbal fillers to accommodate to the person they are speaking to. 
If a employee was to speak to their manager on appraisal for example they may use the KEYS approach and use academic language.
[bookmark: _Hlk522783529]K- Know yourself, E-evaluate your environment (professional context), Y-your communication interaction, S-step back and reflect. Quintanilla, K.M and Wahl,S.T cited in Maund, Schriek, Tinkler, (2017)
However if a nurse was to speak to a client say a carer or a parent who also has language barrier and  has English as their second language,  the nurse would need to select simple words to get the message across and even rephrase sentences. They may change their tone of voice, furthermore they may use hand signal to emphasis their message.  

[bookmark: _Hlk523341098]Nonverbal Communication
[bookmark: _Hlk522786010]Nonverbal communication is any form of expression that does not involve words. It differs from  written or spoken language which generates meaning for someone. Studies indicate 55% of interpersonal messages are transported nonverbally. This comes as no surprise as human being are mostly visually dominant and subjugated by visual images therefore believe the evidence of ones eyes than of other senses.(Maund, Schriek, Tinkler, 2017)
A huge proportion of nonverbal communication is expressed through facial expression. The first thing one notices is the face of the speaker before hearing the words. The frown or smile on the face of the speaker can help with interpreting the message in a positive or negative manner. 
A team leader walks down to her office head down with no eye contact, which is at the end of a open office space with fifteen staff sitting on their own desk, this inevitably sends a very negative message to others in the office. This expression or action of the team leader can be interpreted to say she does not want to be distracted or approached by staff.
Posturing
The use of identity markers with posturing are commonly used to inspire ones perception, opinion and approval of others to boost status be it within a team or amongst siblings in a home. Some identity markers can include physical appearance, personal space decorations, body posture, demeanour and explicit statements. .(Maund, Schriek, Tinkler, 2017)
When I was working in office environment in a NHS setting my team leader always used to wear formal, crisp attire and always had a groomed appearance which made her seem important and superior. She did not have any form of photography of her success or family in her office, this may indicate uninviting to other issues other than work related.
The physical appearance and posture she held, it was quite noticeable she uses the listening posture SOLER to capture the attention of her audience / employee. She faces the person squarely. She uses open arm and leg posture. She would lean forward when she is speaking to team member which shows her interest and engagement and at times nods her head to show agreement. Being a team leader she would always have strong eye contact. On forum she would be relaxed when others are speaking and it is quite noticeable at the same time she is working on answer to someone’s question.
 
[bookmark: _Hlk523341199]Components of Effective Communication
There is no doubt how important the component of effective communication skills is, namely active listening and assertiveness to help process information.
Active listening and assertiveness is a crucial requirement of a school health team leader who deals with 30-40 staff a day and other agencies or organisations. She has to process the information received from other senior member through active listing for herself then has to have the ability to transfer the information to other junior members of the team with transparency. If this process goes wrong from her end there will be very serious consequences.
A School Health Team Leader is the representative and the first point of contact for the organisation to other agencies and service users hence she has to be on guard most of the time and be assertive.  
Being too assertive when dealing with other team members when they are going through difficult times can have a negative effect. For example when a staff member asks to leave early due to personal issues and the manager without hearing the reason behind it, says ‘no’ because her finishing hours is later. The team leader may lose respect that the employee may have had of her, it may affect the working relationship, furthermore, the member of staff may feel demotivated to work to their best ability.
[bookmark: _Hlk523341249]
Active listening 
According to Rogers and Farson (1987) active listening is important for both individuals and groups. Sensitive listening is not passive rather it is fundamental for groups to interact and consider others points of view. ‘People who have been listened to in this new and special way become more emotionally mature, more open to their experiences, less defensive, more democratic, and less authoritarian’ (Rogers and Farson 1987). As such, listening can create positive relationships between people with differing ideas and forge a sense of respect. As the nurses in a school health team deal with multitude of different people, from different cultures, age groups and seniority, they must ensure active listening is a high priority when communicating, especially with clients who have sensitive issues. If active listening is not mastered within the service it can be inherently damaging for its reputation and for clients. 
A notable case is when teenager Ahmed died after an allergic reaction and asthma attack. The nurse in charge of his care plan and the school staff failed  to administer his EpiPen injection which may have saved his life. There was also a miscommunication on the school nurses part who failed to list his asthma as severe, instead it was categorised as ‘mild’ which had detrimental effects leading to his death. 
This had a serous affect on the whole school health service and the school. The independent regulator of health and social care in England CQC (Care Quality Commission) had to investigate the case (www.cqc.org.uk). There were changes made to the way nurses conduct care plans and how school staff stores medication. Future care plan of a child is to be conducted by school nurse with a school staff present and interpreters are to be booked if English is the second language of the parent. Schools are to have a notice board in the staff room with the list of all children with medical needs and where the medication is kept. This was done to make sure all school staff are aware of what to do if any of the children needed assistance. 
In the above example the school nurse did not actively listen to the parent. The nurse could have avoided all this by paraphrasing or probing to get accurate understanding of the information communicated by the parent. The care and wellbeing of the child was paramount.   
To summarise active  listening is imperative in a health care setting, the listener must respect the worth of the individual in order to maintain the best quality practice.

[bookmark: _Hlk523341331]Centralized Versus Decentralized Communication
Centralized communication in a group is when one or two members of a team does most of the talking and comments and feedback is directed towards them. Decentralized is the opposite of centralized communication, where members of the team have a balance in regards to who speaks and the frequency. On a decentralized structure everyone is permitted to speak their thoughts and ideas, although this does not always happen due to the time restraints of the meeting. For the low talkers being part of a larger group can be of an advantage as they can marginalise  their involvement. However in a smaller group, it is difficult not to be noticed when there is non or very little involvement by any members. The active members in the team may decide to confront them for not speaking up. Research shows  that the degree of centrality of communication is dependent on varying factors such as individual characteristics of group members, such as if they are an introvert or an extrovert. Additionally it depends on the complexity of the group task. Brown & Miller cited in Maund, Schriek, Tinkler (2017). For example, in my school health team there were three teams; nurses, nursery nurses, and admin staff. During meetings  centralized communication occurred as some team members felt they did not have the  knowledge or confidence to share  in such an open forum with many staff members of higher seniority. On the other hand during smaller team meetings staff were more  engaged, able  to communicate  more openly,  and  share their views as members  were more comfortable with other staff at the professional level as  themselves. 

Virtual Communication
The rise in the use of technology in the workplace has significantly improved communication in the workplace both within teams and between different teams and organisations or clients. It has led to greater efficiency and a faster response rate, furthermore it can increase . productivity as  long as its actively managed. Hertel, Geisler, & Konradt (2003) cited in Maund, Schriek, Tinkler (2017). Virtual teams can accommodate to new workforce demographics where the top talent  may be located anywhere in the World and allow greater flexibility for those individuals. Virtual communication also encourages cross functional interaction between employees, they can obtain previously unavailable expertise and knowledge, as  a result, the use of online systems can improve the quality of a teams work. These  online systems can allow for a paper trail which means communication record will be available should anything go wrong, in this regard virtual communication is also a good way of holding employees to account. (Townsend A.M, 1998)
Although virtual communication is a great benefit to the workplace, there  are a  number of disadvantages to it. In order for virtual communication to happen there must be significant sophisticated technology available with strong consistent internet connection. Furthermore the workforce must have the ability to navigate the system which may be complex. An example of where  virtual communication has gone wrong in my experience within a school health team, is during an office relocation whereby setting up a internet connection was delayed and took three days. As a result this slowed down productivity, and had a negative impact on the service, this had a reverberating effect on other services we worked alongside. 
Conclusion
In conclusion the varying communication methods used in the workplace and in my own experience within a school health team is fundamental to its success. Verbal and nonverbal communication, active listening, virtual communication and centralized/decentralized communication are all crucial skills one should have in order to provide a good quality service and a cohesive team. It is important to vary the communication method used in accordance to the circumstance as stated in the report.
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