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Communication is a vital element in the interaction between all stakeholders in the Health and Social Care. Communicative processes permeate all aspects of a person’s life and professional environment. Effective communication is one of the main tools for quality collaboration in the healthcare sector with any stakeholder, be it service users, patients, support workers, care providers or colleagues.
“Communication is central to successful caring relationships and to effective team working. Listening is as important as what we say and do and essential for ‘no decision about me without me’. Communication is the key to a good workplace with benefits for those in our care and staff alike” (Department of Health, 2013).
Day-to-day communication and interaction with all stakeholders somehow create an impression of the organization as a whole. Since everyone who is associated with the organization shares responsibility among themselves.
Effective communication is important for nurses and midwives (NMC 2015), allied health specialists such as physical therapist, speech therapists and medical assistant in terms of the Health and Care Professionals Council (HCPC 2016) and doctors (GMC 2016).
Sad to say, these days a large number of people interacting with each other in the Health and Social Care sector do not realize how important the communication process is. Accordingly, poor communication is one of the serious problems in area of work, since misunderstandings can lead to errors. For example, the consequences of such errors can be improper patient care, misdiagnosis and further treatment, all of which can lead to irreversible circumstances.
The communication process includes three categories: spoken or verbal communication, non-verbal communication, and written communication. A leading role in the interaction of any specialist in the Health and Social Care is taken by verbal communication. If verbal communication is not clear for some reason, this can create difficulties for service users in adherence to the care plan (Arnett & Douglas, 2007).
However, the ability to communicate effectively can be affected by several factors that create obstacles in the communication process. In other words, these are communication barriers that create any form of interference in the flow of communication. These barriers interfere with a person's ability to receive, send or understand messages, or hinder the entire communication process and lead to an inability to complete tasks successfully and on time.
Problems of communication in the Health and Social Care sector can include the following categories and barriers: 
Political – Change of Government, Change of Legislation; 
Linguistic – Difference of Languages, Poor Verbal or Non-Verbal Communication, Use of         Jargon, Slang or Acronyms, Poor Written Messages, Lack of Vocabulary; 
Social-Cultural – Difference of Cultures, Hostile Stereotypes, Different Ways of Behavior;
Physiological – Illnesses, Disabilities, Injuries;
Attitudinal – Lack of Motivation, Resistance to Change, Conflicts;
Psychological – Stress, Anger, Low Self-Esteem, Distrust;
Organizational – Poor Management, Incompetent Staff, Insufficiently Trained Staff, Complexity in Organizational Structure;
Technical – Information Gaps, Equipment Malfunction, Inconsistent Technology;
Ethical – Breach of Confidentiality, Lies or Slander, Discrimination;
Environmental – High Work Load, Lack of Time, Background Noise, Insufficiency of Valuable Resources (PC, Internet), Distance.
In this report, we will consider several key issues of communication in Health and Social Care. We will identify the problems and discuss the impact of these problems on stakeholders. 
We will analyze a possible solution to the problems arising in the communication process, taking into account the relevant legislation. 
Furthermore, we will propose a range of alternative solutions that can help in overcoming communication issues in Health and Social Care.

[bookmark: _Toc70852487]2. Problems of Communication in Health and Social Care
[bookmark: _Toc70852488]2.1. Lack of a Common or Shared Language
Verbal communication in the workplace encompasses an important range of aspects such as interviewing, clarifying questions, clarifying problems and needs, providing feedback, negotiating, leadership and assigning responsibilities. 
Lack of certain verbal communication skills can interfere with effective collaboration with colleagues, service users, administrators and lead to complex or irreversible situations. For example, failure to ask well-formulated questions by service providers will lead to barriers in identifying the problems and needs of people in need of care. Therefore, poor communication skills reduce productivity in resolving issues in cases of problems, unforeseen circumstances, complaints.
One aspect of poor communication is communication using jargon, slang, acronyms. 
Jargon is a technical language and is only understood by people in the industry, and is often used by social and health workers to communicate quickly with each other.
Acronyms - the initial letters of words in a phrase are also understandable for people with specialized knowledge. For example, VIP - Vasoactive Intestinal Peptide, a person who does not work in medicine can understand how VIP - Very Important Person. Differences in professions and knowledge can affect message decoding and lead to misunderstandings and confusion. 
Also, it is important to understand that each person has their own personal style of communication, manner or pace of speech. Some people naturally speak quickly or slowly, suffer from speech defects. The pace of speech can also determine the emotional state of a person. For example, in an excited or elated mood, our speech will be faster, in a serious and depressed mood, our speech will be slower. It will take time and practice to ensure the same level of communication at the same pace when interaction. It can also create barriers between caregivers and clients, patients being cared for.


[bookmark: _Toc70852489]2.2. Invasion of Personal Space
Non-verbal communication is a way of exchanging messages without words. This applies more to emotions and message transmission through body language.
Non-verbal communication can include accents, body language, proximity, physical appearance, posture, tone of speech, and gaze (Sharples 2007 in Brooker &Waugh 2007).
Body language can convey much more than verbal communication.
 However, one of the problems of non-verbal communication is the invasion of personal space. What is acceptable to one person may not be acceptable to another. Intimate distance ranges from close interaction (touching) to the ‘far’ phase of 15–45cm. In British culture, it tends to be seen as an unsuitable distance for public behavior and entering the intimate space of another person with whom you do not have a close connection can be tremendously disturbing (CCEA,2016).
We all like our personal space and if it is violated without invitation it leads to discomfort and anxiety. Certain circumstances in hospitals and nursing facilities allow the personal boundaries of patients to be violated during examination or nursing. However, getting too close to an aggressive person is dangerous, as it can make the situation worse.
[bookmark: _Toc70852490]2.3. Written Communication Issues: Inaccurate, Untimely Recordings
Another form of communication that is extremely important in healthcare is writing communication. Written communication can take several forms such as documents, patient care plans, prescription charts, letters and emails (Drake, 2007).
 Recordings keeping is a basic tool in professional medical practice. For example, when patients go to the JP or are admitted to the hospital, each of them has a file with personal medical information. The information in the personal file must be accurate and recorded in time, as it reflects the state of health of the individual, past illnesses, test results, care plans, treatment.
It is important to keep all records up to date in order to prescribe effective treatment and provide safe and quality care.
Not infrequently, for various reasons (technical, organizational), records are made inappropriately, which leads to confusion, medical errors, misinformation and inaccurate determination of patients' needs.
[bookmark: _Toc70852491]2.4. Disability
An additional communication problem in Health and Social Care is disability, that is, an individual's condition that physically or mentally limits communication. The person being cared for may face difficulties in communication due to physical health problems such as dementia, the consequences of a stroke, hearing impairment, vision impairment.
For example, stroke patients may suffer from aphasia (NHS,2021). 
Aphasia is the lack of the ability to reproduce or understand a language (Cambridge Dictionary, 2021). Thus, the interaction will become more difficult, as communication will take more time and effort until the patient can express his thoughts.
Another type of disability is deafness. The worker will also need to adapt to the hearing loss patient in order to understand and meet their needs. If the worker does not have specialized knowledge and skills, such as lip reading and sign language, this can greatly delay the provision of assistance or social support.
[bookmark: _Toc70852492]2.5. Poor Attitudes: Lack of Empathy and Compassion
Despite the value and importance of such qualities of medical personnel as empathy and compassion, in recent years there has been a deficit of empathy in Health and Social Care.
The reasons for the decline in empathy in health care are most often not innate callousness, but barriers that form in the workplace. Long working hours, lack of staff, insufficiently trained staff, increased workload are all factors that reduce empathy and the liking of healthcare workers in the work environment.
[bookmark: _Toc70852493]2.6. Breach of Confidentiality
Everyone's privacy is an important aspect in health and social care. Confidentiality in the healthcare sector means that personal data or information about the patient, the user of the service should not be disclosed to people who do not need to know. An exception can be, only if a person is in danger of some kind of danger.
A misunderstanding of what confidentiality is and how it should be respected can lead to dangerous situations. If confidentiality is not respected according to the established rules, this will create problems in communication between people. 
Confidentiality is part of the moral principles and respect that build trust between providers and users of services, workers and patients. Accordingly, failure to respect confidentiality means undermining patient confidence.
[bookmark: _Toc70852494]2.7. Conflict of Interest
The complexity of the structure and the diversity of Health and Social Care stakeholders increase the likelihood of conflict.
The categories of conflicts can be different. The nature of the problems or the personality of the parties are the founders of the conflicts.
Disputes in the workplace can be due to management issues, abuse of authority, discrimination, conflicts with health care providers, or disagreements over patient care. 
Potential causes of conflict can be differences in attitudes, behavior, professional experience, and a difference of opinion. 
Some features such as socio-economic status, profession, gender have more powerful effects on an individual which can alter the person’s behavior their way of communication (Fortinash et al., 2012).  
Misunderstandings can arise from unjustified expectations. For example, if care was not provided at the level expected by the patient or caregiver.
Reasons for poor communication included differences in opinion, empowerment, education, assertiveness of members of the team, and the assumption that the doctors would be the leaders (West & Slater, 1996).
In addition, a hierarchical (top-down) system of power exacerbates the difficulties by not facilitating the expression of different views that can be the founders of conflicts.
[bookmark: _Toc70852495]2.8. Unfavorable Environment
Within healthcare settings, problems can often arise in providing a comfortable environment. An important aspect is that the environment in which the interaction of people takes place is suitable in all respects. It is not uncommon for an uncomfortable environment, such as disturbing peace and quiet in a hospital, to anxiety patients and make it difficult to find out their wishes and needs.
Distractions, ambient noise, malfunctioning equipment, high workloads, scarcity of valuable resources (computers, internet) are definitely communication problems and hinders the provision of quality healthcare or personal care services.
[bookmark: _Toc70852496]3. The Impact of Communication Problems on Stakeholders
There are many factors that influence the communication process in Health and Social Care. These factors include linguistic, cultural differences, disabilities, conflicts of interest, multiple agency presence, lack of confidentiality, and many other problems. Communication problems can affect anyone, both the user of the service and any Health and Social Care worker. Consequently, the presence of these problems can make individuals feel unengaged.
Nowadays, many regulations, laws, charters, legislation rules and policies in place to reduce inequality in Health and Social Care. However, difficulties still arise and failure to tackle these problems in a timely manner can be fatal to health and social services. In healthcare, medical and social support professionals deal with different types of people with different situations and needs. Accordingly, they need to understand each other in order to provide highly qualified assistance.
Moreover, it is worth noting that having the same rights and receiving the same personal care or treatment is an important part of Health and Social Care Policy. Lack of proper handling and effective communication between stakeholders can even lead to consequences such as death among service users.
Codes of practice are essential in Health and Social care, they are a set of written rules that show how the specialists should conduct yourself (Collinsdictionary.com, 2021). Workers not trained in accordance with the standards of the code of practice will not be able to perform work and interact in a certain way. This will definitely create communication problems as employees will not know how to convey important information. This results in ineffective communication, disorganization and inability to perform work properly and, as a result, the level of problems will increase. The presence of these problems can lead to the involvement of multiple agencies.
The existence of multi agencies is also an issue affecting the communication process. Social work and health care, including a number (police, justice), however, there are cases of their work over work. For example, each agency has its own views, which is why there may be a conflict due to the disagreement of the opinions of experts. Besides, it will take much longer to consider issues and to come to a common denominator.
Moreover, problems in inter-professional communication such as professional hierarchy can prevent an inter-professional work system from achieving it goals in improving quality of care (Reeves et al, 2009). 
Another issue that has a major impact on healthcare is privacy. Since privacy is part of moral respect, if it does not meet established standards, then there is no guarantee that all personal information is protected and stored properly.  In addition, unfortunately, communication problems can arise. For example, the equipment may fail or the communication system will cause software failure for some reason. Consequently, there may be a loss of information and misinformation of employees about the current and subsequent actions in the treatment of patients. It is safe to assume that this will cause stress, confusion and misunderstanding among workers and patients. The consequence can also be complaints and compensations for these claims. This is a negative impact on the already underfunded sector Health and Social Care.
Doctors- Nurses. 
The numerous issues in communication between doctors and nurses are errors in documenting patient information or the communication of inaccurate important information about the patient's health. This has an impact on the decision-making process. As a result, wrong decisions about the patient's treatment or delay in treatment, if the information is provided incorrectly and out of time. In addition, the inability to clarify the problem at an early stage will prolong the treatment and agony for critically ill patients. Late information can lead to confusion, frustration and distrust on the part of patients and their families. 
Moreover, disorganization and inconsistency of actions will affect the residence time, which will entail additional costs and loss of resources.
Doctors- Patients.
Most patients do not have in-depth knowledge of medical aspects. This contributes to the fact that the information is not always clear to patients. Failure to interpret information correctly can lead to medication errors, poor treatment outcomes and readmission to hospital.
Also, insufficient and poor communication can lead to inadequate informed consent, therefore, complaints and lawsuits of abuse of office may arise.

[bookmark: _Toc70852497]4. Analysis Overcoming Barriers of Communication

Analyzing many factors influencing the communication process, it is obvious that they are interconnected and are part of a complex Health and Social Care system. Successful intervention and solution of some problems can provoke and be the source of others.
However, when we learn the details and look at the situation in more detail, overcoming various situations becomes possible. Communication problems can often be overcome by changing the way we approach other people, providing a more comfortable environment, or using modern technology.
Furthermore, medical staff must be professionally trained in all communication techniques, including active listening. This will allow for a better attitude towards patients and users of services, and not to jump to conclusions from assumptions. Very useful if the staff speaks several languages ​​or the medical institution has a certified translator. Professionals trained in additional special communication methods, such as sign language, makaton for effective communication with people with disabilities, will also be a plus. Thus, positively influencing the general well-being of service users and creating an atmosphere of care.
Nowadays, Care Act 2014 establishes a clear legal framework for this. The care act 2014, support all individual to improve their life and give the security and their independence.
Moreover, there are the Health and Social Care Act 2012, which regulates this area in the UK, contains policy standards that provide a more user-centered model of care. Optimizes health and social services, thereby preventing inefficiencies (Department of Health, 2012).
Often a number of issues can be resolved with adequate funding, properly trained staff and support.
Knowledge and compliance with the law is also a crucial aspect in improving the communication process in Health and Social Care.
Empowerment is fundamental. The foundation is the Human Rights Act 1998, protecting the interests of people, established the fundamental rights and freedoms to which everyone in the UK has (Equality and Human Rights Commission, 2018).
Empowerment means identifying the ways individuals use empowerment to help respect the choices and lifestyles of everyone.
For example, the Equality Act 2010 is a law that protects people from unfair communication and promotes equal communication between individuals. Prevents discrimination at all levels, including disability, gender, sexual orientation, ethnicity. Thereby contributes to the achievement of the reduction of potential interpersonal conflicts.
Moreover, a sense of security is very important in the communication process, as it can give people confidence and contribute to independence in decision making and problem solving.

[bookmark: _Toc70852498]5. Recommendation

There are many variations to improve communication in Health and Social Care. However, timely feedback, the formulation of strategic approaches, trained highly qualified personnel, and the implementation of legal policy will play a key role in building quality communication. Providing feedback and consideration for feedback from colleagues, patients, service users, or their families in which they can express their point of view will greatly improve the quality of services. According to this feedback, the development of strategies will be tailored to the specific needs of patients and staff. In addition, all organizations and medical institutions should be provided with technical equipment, devices with a round-the-clock technology system available for effective interaction of stakeholders.
Another aspect to improve communication is trained staff. Staff should receive specialized training for effective communication, including body language, facial expressions, gestures, and be able to recognize the needs of patients and service users.
Moreover, through adherence to legal policy, issues of responsibility and discipline of staff can be regulated.
The above actions can greatly help in the process of improving communication in Health and Social Care.



[bookmark: _Toc70852499]6. Conclusion

Health and Social Care communication is very important field of study in the area of global Health and Social Care. It is important that professionals have versatile communication skills. With a well-built communication and feedback process, a significant number of communication barriers can be overcome.
 A vital component for every Health and Social Care professional to be aware of potential barriers to communication, to be aware of their own skills, and to understand which areas need to be improved. The ability of professionals to explain, listen, empathize has a direct impact on the performance indicators of service providers and the safety of service users.
Overcoming barriers arising in the process of communication is an opportunity to receive effective assistance that meets all the requirements and needs. Eliminating the deficit in communication skills means achieving high results in terms of the health and life of patients and service users.
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