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1. Introduction and Background
Effective communication will be essential for ensuring safe, coordinated, and person-centred care within adult social care organisations. In settings such as Sage Care, staff from different professional backgrounds will need to share accurate information to support decision making, continuity of care, and organisational efficiency. The Royal College of Nursing (2023) highlights that communication failures remain one of the most persistent risks in health and social care settings, often contributing to delays, misunderstandings, and compromised care quality.
Sage Care will continue to rely on collaboration between managers, nurses, care workers, administrative staff, and external professionals. However, communication challenges such as fragmented information flow, inconsistent handovers, and technological barriers may hinder the organisation’s ability to deliver high quality care. This proposal outlines the planned research that will explore these challenges and identify strategies that Sage Care may adopt in the future to strengthen communication practices and improve organisational performance.

2. Research Aim
The overall aim of this proposed research will be to investigate the communication challenges experienced within Sage Care and to explore how effective communication strategies, structured communication frameworks and integrated digital technologies may improve organisational communication, teamwork and service delivery. The research will recognise that communication is not simply the transfer of information between individuals, but a complex organisational process influenced by leadership, organisational culture, staff relationships and the systems used to record and share information.
The study will seek to understand how communication takes place between different professional groups working within Sage Care, including managers, team leaders, care workers and support staff. Particular attention will be given to understanding how information is shared during shift handovers, care planning, incident reporting and day-to-day operational activities. The research will also examine the organisational and cultural factors that may influence employees' willingness to communicate openly, share concerns and contribute to decision-making processes.
Furthermore, the research will explore how digital communication systems support information sharing and whether existing technological arrangements promote or hinder effective communication. As many health and social care organisations continue to adopt digital care management systems, understanding how technology influences communication will be increasingly important for improving organisational performance.
Ultimately, this research will aim to generate practical, evidence-based recommendations that Sage Care may consider implementing to strengthen communication, promote collaboration between colleagues and support the delivery of safe, effective and person-centred care. The findings may also contribute to broader discussions regarding communication improvement within the adult social care sector.

3. Research Objectives
The proposed study will be guided by the following research objectives:
· To examine the existing communication practices used within Sage Care. 
· To identify organisational, cultural and technological barriers that may affect effective communication. 
· To explore how communication challenges may influence teamwork, staff wellbeing and the quality of care provided to service users. 
· To recommend evidence-based strategies that may strengthen communication practices and improve organisational effectiveness within Sage Care.

4. Critical Literature Review
Communication has long been recognised as one of the most important elements of organisational effectiveness. It enables employees to exchange information, coordinate activities, build relationships and achieve shared objectives. Within any organisation, communication influences decision-making, employee engagement, organisational culture and overall performance. In health and social care settings, where professionals work collaboratively to support vulnerable individuals, effective communication becomes even more significant because poor communication may directly affect service quality and safety. Consequently, researchers have examined communication from organisational, behavioural and healthcare perspectives, identifying several factors that influence how information is shared and interpreted within the workplace.


4.1 Organisational Communication
Organisational communication refers to the formal and informal processes through which information is created, transmitted and interpreted within an organisation. Robbins and Judge (2023) argue that communication is the foundation of effective management because it enables managers to coordinate work, motivate employees and facilitate organisational change. Without effective communication, organisations may struggle to achieve their objectives, as misunderstandings can lead to duplication of work, poor decision-making and reduced employee morale.
Similarly, Tourish (2019) suggests that communication should not be viewed simply as the transmission of information from managers to employees. Instead, organisations should encourage two-way communication, allowing employees to provide feedback, challenge existing practices and contribute to organisational learning. This perspective differs from traditional hierarchical communication models, which often assume that information flows primarily from senior management to frontline employees. Tourish argues that organisations become more innovative and adaptable when communication flows freely in multiple directions.
However, other researchers suggest that organisational hierarchies continue to present significant barriers to effective communication. Sutcliffe, Lewton and Rosenthal (2004) found that communication failures frequently occur because information passes through several organisational levels before reaching the intended recipient. During this process, important details may be altered, misunderstood or omitted entirely. This problem is particularly evident in complex organisations where frontline employees possess valuable operational knowledge but have limited opportunities to communicate directly with senior leaders. Their findings indicate that organisations should establish communication systems that encourage both upward and downward information sharing rather than relying solely on formal reporting structures.
These differing perspectives demonstrate that communication involves more than exchanging information. It is closely linked to organisational culture, leadership and employee participation. Consequently, organisations seeking to improve communication should consider not only the communication channels they use but also the culture that supports or discourages open dialogue.

4.2 Communication within Health and Social Care
The importance of communication becomes even more evident within health and social care organisations, where multidisciplinary teams must coordinate complex care activities. Healthcare professionals regularly exchange clinical information, discuss care plans and make decisions that directly influence patient outcomes. Effective communication therefore contributes to continuity of care, reduces errors and promotes collaborative working.
Leonard, Graham and Bonacum (2004) argue that communication failures remain one of the most significant contributors to patient safety incidents. Their research demonstrates that ineffective communication between healthcare professionals often results in incomplete information sharing, misunderstandings and delayed interventions. They suggest that communication should be viewed as a core clinical skill rather than an administrative function because the quality of communication directly affects decision-making and patient outcomes.
Similarly, Alvarado et al. (2005) identify shift handovers as one of the most vulnerable stages in healthcare communication. During staff handovers, critical information regarding patients' conditions, medication or care requirements may be forgotten, inaccurately communicated or misunderstood. The authors argue that unstructured verbal handovers increase the likelihood of communication errors because information depends heavily on individual memory. To address this issue, they recommend introducing structured communication tools that provide consistency and reduce the risk of information loss.
One widely recognised communication framework is SBAR (Situation, Background, Assessment and Recommendation), which was developed to improve communication during clinical handovers. According to the Institute for Healthcare Improvement (2021), SBAR provides a standardised method of presenting information that improves clarity, reduces ambiguity and supports timely clinical decision-making. Although SBAR has been widely adopted within healthcare organisations, some researchers argue that communication tools alone cannot resolve deeper organisational issues if employees do not feel confident using them or if organisational culture discourages open discussion.
This criticism highlights an important limitation within some communication research. While structured communication frameworks improve consistency, they may be less effective if organisations fail to address the behavioural and cultural factors influencing communication. Consequently, improving communication requires both procedural changes and cultural development.

4.3 Psychological Safety and Workplace Culture
Recent research increasingly recognises the influence of workplace culture on communication effectiveness. Edmondson (2019) introduced the concept of psychological safety, describing it as a shared belief that employees can express opinions, ask questions and report concerns without fear of embarrassment or punishment. According to Edmondson, psychologically safe workplaces encourage learning, collaboration and continuous improvement because employees feel comfortable discussing mistakes and challenging unsafe practices.
This perspective is particularly relevant within health and social care, where staff frequently encounter situations requiring rapid decision-making and professional judgement. Employees who fear criticism may choose not to report concerns, resulting in communication failures that could have been prevented. Psychological safety therefore influences not only employee wellbeing but also organisational performance and service quality.
However, psychological safety does not imply the absence of accountability. Edmondson argues that effective organisations combine high standards with supportive leadership, creating environments where employees are encouraged to speak openly while remaining responsible for maintaining professional standards. This balanced approach differs from traditional management models that rely primarily on authority and control.
Although psychological safety has received considerable attention in recent years, some authors argue that organisational culture alone cannot overcome structural communication barriers. Effective leadership, appropriate staffing levels and clear communication systems remain equally important for creating an environment where employees communicate openly and effectively.

4.4 Digital Communication and Technological Integration
Digital technology has transformed communication within many organisations, particularly in the health and social care sector. Electronic care records, digital communication platforms and mobile applications enable staff to access information more quickly and reduce dependence on paper documentation. The World Health Organization (2021) argues that digital technologies can improve communication by increasing information accessibility, reducing duplication and supporting continuity of care across different services.
Despite these benefits, technology also presents new challenges. Many organisations continue to operate multiple communication systems simultaneously, including paper records, emails, electronic databases and messaging applications. This fragmentation may create uncertainty regarding which information is current and where records are stored. Employees may spend additional time searching for information or entering the same data into multiple systems, reducing efficiency and increasing the risk of inconsistency.
Furthermore, technological improvements alone do not guarantee effective communication. Digital systems depend on accurate data entry, user competence and organisational commitment. Without appropriate staff training and consistent implementation, even sophisticated communication technologies may fail to achieve their intended benefits. Consequently, researchers increasingly argue that successful digital transformation requires technological investment alongside leadership support, employee engagement and continuous training.

4.5 Research Gap
Although considerable research has examined organisational communication, patient safety and digital communication within healthcare, relatively few studies have explored how these factors interact within individual adult social care organisations. Existing literature often focuses on hospitals or large healthcare providers, with less attention given to residential care organisations where communication challenges may differ because of staffing patterns, shift working and multidisciplinary collaboration.
Furthermore, previous studies frequently examine communication systems or organisational culture separately rather than considering how technological, organisational and behavioural factors influence one another. This proposed study will seek to address this gap by exploring communication challenges within Sage Care from multiple perspectives. It will examine how organisational structures, workplace culture and communication technologies collectively influence information sharing and teamwork. By adopting this integrated approach, the research will contribute to a deeper understanding of communication within adult social care and provide evidence-based recommendations that may support organisational improvement.

5. Research Methodology
This research will adopt a qualitative research methodology to investigate the communication challenges experienced within Sage Care. A qualitative approach will be appropriate because the study will seek to understand employees' experiences, opinions and perceptions rather than measure communication using numerical data. Unlike quantitative research, which focuses on testing hypotheses through statistical analysis, qualitative research allows the researcher to gain a deeper understanding of complex workplace behaviours and interactions (Creswell and Creswell, 2023). Since communication is influenced by organisational culture, leadership, individual experiences and interpersonal relationships, a qualitative approach will provide rich and detailed insights into these factors.
The research methodology has been carefully selected to ensure that the findings will provide a comprehensive understanding of communication within Sage Care while remaining consistent with the overall aim and objectives of the study.

5.1 Research Philosophy
The study will adopt an interpretivist research philosophy. Interpretivism assumes that reality is socially constructed and that people understand and interpret situations differently depending on their experiences and interactions (Saunders, Lewis and Thornhill, 2023). This philosophy is particularly suitable because communication cannot be understood solely through objective measurement. Instead, it is influenced by employees' attitudes, beliefs, experiences and workplace relationships.
By adopting an interpretivist perspective, the researcher will seek to understand how staff perceive communication within Sage Care and how these perceptions influence their daily practice. This approach will allow participants to describe their experiences in their own words, providing valuable insight into communication barriers that may not be identified through surveys or quantitative methods alone.

5.2 Research Approach
The study will use an inductive research approach. Inductive reasoning begins by collecting detailed information before developing themes, patterns and conclusions from the data (Saunders, Lewis and Thornhill, 2023). This differs from a deductive approach, which starts with an existing theory and attempts to test it.
An inductive approach will be appropriate because the research aims to explore communication challenges rather than test a predetermined hypothesis. The researcher will gather employees' experiences through interviews and allow themes to emerge naturally during the analysis. This approach will ensure that the recommendations are grounded in the experiences of Sage Care employees rather than based solely on existing theories.

5.3 Research Strategy
A case study strategy will be adopted, focusing specifically on Sage Care as the research setting. According to Yin (2018), a case study enables researchers to investigate contemporary issues within a real-life organisational context. Since communication practices are shaped by organisational culture, management structures and workplace systems, focusing on one organisation will provide an in-depth understanding of the factors influencing communication.
The case study approach will also enable the researcher to examine communication across different professional groups within Sage Care, including managers, supervisors, care workers and support staff. This will provide a holistic understanding of communication practices throughout the organisation.

5.4 Data Collection Method
Primary data will be collected through semi-structured interviews. Semi-structured interviews are widely used in qualitative research because they provide a balance between consistency and flexibility (Bryman, 2021). An interview guide containing open-ended questions will be prepared in advance, while allowing participants the opportunity to discuss issues that they consider important.
The interviews will explore topics such as:
· current communication methods; 
· barriers affecting effective communication; 
· experiences of shift handovers; 
· use of digital communication systems; 
· relationships between different staff groups; and 
· suggestions for improving communication. 
Each interview is expected to last between 30 and 45 minutes and, with participants' permission, will be audio-recorded to ensure that responses are accurately captured. The recordings will subsequently be transcribed for analysis.

5.5 Sampling Strategy and Participants
The study will use purposive sampling, which involves selecting participants who have direct experience of the topic being investigated (Saunders, Lewis and Thornhill, 2023). This sampling technique is appropriate because the research requires participants who are actively involved in communication processes within Sage Care.
Approximately 8 to 10 employees will be invited to participate. The sample will include:
· senior managers; 
· team leaders; 
· frontline care workers; 
· senior carers; and 
· night staff. 
Including participants from different organisational levels will provide a broad range of perspectives and enable comparisons between communication experiences across different roles.
Although the sample size will be relatively small, it will be appropriate for qualitative research because the emphasis will be on obtaining detailed information rather than producing statistically generalisable findings.

5.6 Data Analysis
The interview data will be analysed using thematic analysis, following the six-stage framework developed by Braun and Clarke (2006). This method is one of the most widely recognised approaches for analysing qualitative data because it enables researchers to identify recurring themes and patterns systematically.
The six stages will include:
1. familiarisation with the interview data; 
2. generating initial codes; 
3. searching for themes; 
4. reviewing themes; 
5. defining and naming themes; and 
6. producing the final analysis. 
This process will enable the researcher to identify common communication challenges experienced by participants while also recognising differences in experiences between staff groups. The findings will then be compared with the existing literature to determine whether they support or challenge previous research.

5.7 Ethical Considerations
Ethical principles will be followed throughout the research process. Ethical approval will be obtained from the University before data collection begins.
Participation will be entirely voluntary, and all participants will receive an information sheet explaining the purpose of the research. Written informed consent will be obtained before interviews commence.
Participants will be informed that they may withdraw from the study at any stage without providing a reason.
Confidentiality and anonymity will be maintained by removing all identifying information from interview transcripts. Pseudonyms or participant codes will be used instead of names throughout the research report.
All electronic data will be stored securely on password-protected devices and handled in accordance with the UK General Data Protection Regulation (UK GDPR) and the Data Protection Act 2018. Interview recordings will be deleted once the research has been completed.


Conceptual Framework
The proposed conceptual framework demonstrates the relationship between the factors that will be explored during the study.
Communication Challenges
│
┌───────────────────┼────────────────────┐
│                   │                    │
Organisational      Workplace Culture      Digital Systems
Structure      & Psychological Safety     Integration
│                   │                    │
└───────────────────┼────────────────────┘
│
Information Sharing
│
Team Collaboration
│
Quality of Care
│
Organisational Performance
The framework illustrates that communication challenges are likely to be influenced by organisational structures, workplace culture and technological systems. These factors may affect information sharing, teamwork and, ultimately, organisational performance. The interview findings will be analysed against this framework to identify areas for improvement.

6. Business Relevance and Implications
This proposed research will have important practical implications for Sage Care and the wider adult social care sector. Effective communication is widely recognised as a key contributor to organisational performance because it supports collaboration, informed decision-making and the delivery of safe, person-centred care. By investigating the communication challenges experienced by employees, the study will provide valuable evidence that may support future organisational improvements.
From an operational perspective, improved communication may contribute to greater efficiency by reducing misunderstandings, duplicated work and delays in information sharing. More effective communication systems may enable staff to access accurate information more quickly, allowing them to spend more time delivering direct care rather than searching for records or clarifying instructions. Improved communication may also strengthen coordination between multidisciplinary teams, leading to better continuity of care and improved service user experiences.
The findings may also benefit staff by identifying opportunities to strengthen teamwork, build trust and promote a more supportive working environment. Employees who feel confident communicating openly are more likely to share concerns, report potential risks and contribute ideas for service improvement. Developing a workplace culture that encourages open communication may therefore improve staff engagement, job satisfaction and employee retention.
From a strategic management perspective, the research may assist senior leaders in reviewing existing communication practices and identifying evidence-based approaches for organisational development. Recommendations arising from the study could inform future staff training programmes, communication policies and digital transformation initiatives. These improvements may support regulatory compliance, improve organisational resilience and strengthen Sage Care's reputation for delivering high-quality care.
Although the findings will relate specifically to Sage Care, they may also provide useful insights for other organisations operating within the adult social care sector. Many providers experience similar communication challenges associated with workforce diversity, shift working and increasing reliance on digital technologies. Consequently, the recommendations developed through this research may contribute to wider discussions regarding effective communication within health and social care organisations.
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