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Effective communication in a residential care home.

Introduction
The purpose of this report is to analyse how effective communication is performed by employers in a learning disability residential care home and how their performance can be improved through real life experiences. The types of effective communication to analyse are listening communication, verbal communication, nonverbal communication, written communication, face to face communication, paralanguage and visual communication. To communicative effectively, you have to be conscious of the receiver when communicating. 
Definition

Effective communication is a two-way information sharing process which involves one party sending a message that is easily understood by the receiving party through writing, speaking or using other mediums to express their feelings, share news or ideas. Effective communication by a business manager helps to facilitate information sharing between the company employees and can substantially contribute to their commercial success. businessdictionary [2019]
Communication is the real work of leadership. No matter the size of the organisation, effective managers must be powerful communicators to inspire and pilot their team. Hr360 [2016]   
In order to be an effective communicator you should be someone who has fundamental skills to succeed in many aspects of life. Effective communication is a key interpersonal skill. Interpersonal skill are skills decribed as people skills too. They are used all the time when communicating and interacting with people, whether in a group or one to one.  Those that Have powerful interpersonal skills are generally prosperous in their professional lives. People skills are essential to the workplace and contributes to the success of managers this includes;  active listening skills, ability to relate to others, strong communication skills,good judgement, patience with others, genuine interest in others, knowing how and when to show empathy, and flexibility.




[image: Related image]

In order to communicate effectively a cycle of communication takes place to process the communication successfully. Components of the communication cycle process are divided into elements and this includes a sender, who will initiate the communication process by developing an idea into a message. Encoding the message, selecting of a channel or medium of communication, this would be done through text messaging, an email, a letter, telephone, or, face to face, receipt of the message by the receiver and decoding of the message. Therefore, giving feedback which makes sure the message was received and interpreted properly.
This is demonstrated in the cycle of communication. Schramm’s model of communication (1954). [image: Image result for communication process]
Communication medium through email is effective and fast as it can reach a large number of people all at once, however it can also not be easy to communicate when the Wi-Fi is disconnected or slow. Using the telephone as a means of communication is the most common device to communicate on. The advantage is that you receive an immediate response if you manage to get hold of the receiver.  
At the residential care home, I work in, communication is done through hierarchy, from head office to managers to team leaders and then staff. How effective communication is done, the residential care home has a staff meeting and care meeting both take place once a month, notice board, company emails, letters, supervision giving the positive or negative feedback on your performance at work, suggestion box, open door policy. 
In our monthly meetings, the manager and deputy reminds us of all the information or updates us on any company changes that have taken place as well as ask if we have any suggestions to make that will help to improve our work environment or for those we care about.
According to Shannon and weaver (1948) model of communication also known as the mother of all models, a mathematical theory of communication which demonstrates and presents the relationship between the sender, message, medium or media and the receiver.    
Communication in the workplace is important as levels of management would not be able to function and operate. [image: Image result for why shannon weaver called mother of all models]
One day in a residential care home, a member of staff called Tina, answered a telephone call from a friend to one of the resident’s she cares for called Peter.
In the telephone conversation she was told that Peter had lost his younger brother and that the friend has already informed Peter of the sad news. When Tina finished with the call, she immediately went to the manager’s office to inform her of the conversation she had with the resident’s friend. 
The manager right away went straight to the resident’s room to have a face to face chat and comfort him, let him know that the organisation is here for him should he need anything. 
Peter was in tears but said he felt reassured. The manager called a quick meeting with the team leaders on the shift to inform them of the terrible news. The team leaders then made the members of staff aware of Peter’s circumstance so that they all bear in mind how to approach and communicate with Peter. They were told to check on him periodically to know if he wants to talk and consoling Peter.  This therefore gave access to evaluate if there is a need for counselling. 
The manager, team leaders and staff communicated effectively.  Tina followed the chain of command and how to deal with sensitive information about the resident. There was active listening, and message encoding and decoding, making sure that information was communicated and received well 
The factors of effective communication are: active listening, simplicity, straight forwardness, feedback, speaking clearly/ articulation, knowledge of receiver/ audience, speed and sequence of speech, relationship between the sender and the receiver.
Verbal communication is the sharing of information between individuals by use of sounds and words to express yourself, especially in contrast to using gestures or mannerisms. Individuals working within a business need to effectively use verbal communication that employs readily understood spoken words, as well as ensuring that the enunciation, stress and tone of voice with which the words are expressed is appropriate. businessdictionary.com
Non-verbal communication is examples of non-verbal communication include shaking hands, patting the back, hugging, pushing, or other kinds of touch. Other forms of non-communication are facial expressions, gestures and eye contact. As an African we use our body and facial language to express communication most the time, the gestures that we make might be misconstrued as offensive to other cultures and miss interpret the meaning of the gesture.
Written communication is a form of channel that read for example am email or letter. This is seen in the example of the haversack ruse, the light horsemen movie, where it was during world war that the British got an idea of fooling their enemies into thinking that they will be attacking them on a different day. They communicated it to them by dropping a bag with personal stuff including a written letter which was falsified by one of the soldiers. This was effective and it did the job as intended because the enemy fell for the trick and did not prepare themselves for the surprising attack and cost them to lose the war. 
It has been determined that older generation managers have failed to fully adapt to new technology which has hampered effective communication with younger generations of works that tend to use texting and emails to share and receive information. businessdictionary. com 
 
Why is effective communication important?
Effective communication is important for the development of the organisation. It is something which helps the managers to perform the basic functions of management planning, organising, motivating and controlling. Communication skills whether written or oral form the basis of any business activity. 
Staff would benefit from effective communication in a workplace by job satisfaction, employee morale, increase in productivity, would meet customer’s expectations when information flows freely from and top to bottom.
As someone who works in a residential care home, effective communication is very important in a care home setting because effective communication skills can assist a person who is at risk to feel secure safe and also appreciated by allowing the person to express their needs and concerns. Health and social care employees can implement support and understanding because they are equipped to provide a good service in their workplace using all the necessary communication channels available for them. 
Communicating tactfully.
Communicating tactfully is being honest with your colleagues but using awareness of how they would feel and react towards the feedback given to them, therefore ensuring that the way you deliver the feedback is delicate enough to not damage work associates.
Being tactful surrounds numerous emotions like self-awareness, empathy, emotional intelligence, discretion, diplomacy, thoughtfulness, courtesy, honesty and respect. Morgan (2017)
Active listening
The process of attending carefully to what a speaker is saying, involving such techniques as accurately paraphrasing the speaker’s remarks. Your dictionary (2019) 
According to McKay and others, active listening is the key to accurately understanding what another person is saying. It requires effort and discipline. Yet group members are often preoccupied or distracted, and thus do not give 100% of their attention to one another. McKay, Davis, and Fanning (1995).
At least most of us at some point, if not all of us have drifted off somewhere in our wild minds when in a discussion and should be paying attention to the speaker, whether wondering what is on your shopping list, are the kids okay, do you have enough money in the bank or even what is the speaker talking about and how you can do better at the topic being spoken about. These are the things that distract us from being an active listener. 
According to hr360 over coffee, to be an active listener you should not interrupt when someone is talking. Use silence and non-verbal gestures, be non-judgemental, seek to understand and suggests that the company should have an open door policy, surveys, suggestion box and town hall meetings. Getting feedback is also important for the employees whether good or bad can improve their performance at work. Hr360 (2016)
An effective communicator is also aware of proxemics put location into consideration when communicating to another.
One day at a residential care home, a duty team leader was approached by another member of staff, to make a request as well as talk to her about one of the residents that needed assistance.  But at that particular time of the day the duty team leader was dispensing medication. when medication is being handled, no member of staff should be talking to the duty team leader as medication handling is complex and needs concentration. However, the duty team leader spoke to her briefly and used some non- verbal gestures to find another team leader as she was busy dealing with medication. The worker then went to find another team leader, who was engrossed in a conversation with her colleagues. They spoke and passed information on about her leaving early and a resident needing assistance. The worker was frustrated and annoyed the team leader continued the conversation with the colleagues. When the duty team leader finished dispensing medication, she wanted to know what the worker wanted as the worker had finished for the day. The duty team leader spoke to the other team leader about the query but she could not relay the details across properly because she was engrossed in a conversation and had to ask the other staff that were around at the time. The worker wanted to leave early and time off as she had an appointment the next day and could not come to work and that the resident needed assistance. This was unprofessional because it created chaos at work as the shift was short by a member of staff and the resident was also not happy too. Had she been actively listening to what the worker was saying it was simple to find a solution as she could have found another replacement.
Why should companies have an employee handbook?
An employee handbook is a very important tool of communication that a company with employees should have because it is crucial to any successful business to create confidence between the boss and staff. Companies use employee handbooks to communicate policies and procedures to protect and not cause confusion. Handbooks should be updated whenever a policy or procedure changes in the company. To name a few, the employee handbook should include; code of conduct, annual leave, dress code equal opportunities, the use of mediums like, internet, and telephone, benefits, sick and maternity leave. All employees should read and sign the employee handbook.
Conclusion
In conclusion, effective communication is key to any business and helps to elevate those with the skills to higher positions, however on the other hand communication is not all ways effective as sometimes managers and employees can get it wrong because of not understanding the message that was intended and cause miscommunication this can lead to termination of contracts.
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