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This essay is all about communication. The concentration is on a social care setting and it is specifically on communication model of A Council children services' Multi-Agency Safeguarding Hub. The start point will be brief definition of communication. In class we have learned about 3 basic models of communication. In class we learned three basis models of communications. There are Shannon and Weaver, Schramm and Berlo. I will explore Berlo model of communication in analysing this Council's Multi-Agency Hub called MASH as communication model. A typical communication case study will be looked at. Further, barriers to effective communication in this setting will be explained and recommendations made on how to communicate more effective. 

Communication is simply the act of transferring information from one place, person or group to another. (skillsyouneed.com, n.d.) It could be verbal or non verbal. Berlo model of communication would be used to analyse the communication patterns of this Council's Multi-agency Hub. 

Just as the model provided (Anon., 2018, ) the sender of the message could be another agency like the Police, Hospital or Medical practice, NGOS like NSPCC, Schools and individuals. The individual could be the immediate family members, extended relations or ordinary member of the public. Often the senders are anonymous. 

The message content is always about the welfare, neglect, abuse or exploitation of a child or children. 

There are a number of channels that can be used to deliver the message to the receiver. The message channel could be telephone, text messages, letters, seminars, emails or face to face messages. 

The receiver is the administrator in MASH Team. The initial assessment of the message is done by the administrator who is the first receiver. The administrator will then pass the message to a MASH Manager who, after decoding the message through further assessment will either pass the message to partner agency or allocate it to a social worker. Feedback on the decoded message is mostly influenced by thresholds. Threshold needs to be met to warrant an assessment.

However, the team usually feedback to the sender. Mostly the kind of feedback triggered is dependent on who sent the message. This is done in order not to violate data protection laws. Anonymous sender usually does not provide an address or contact; so feedback is usually not given. Overall feedback regarding the welfare of the child or children, if the sender is an individual will put into consideration the child or the children's relationship with the sender. If it is an ex partner and the child's parent, details outcome might be given. Partner agency like schools are normally informed about the outcome of an investigation. 

What happens to the decoded message afterwards will depend if the MASH threshold is met. Threshold might instigate contacting the family concerned. This might end up with no further action or the case might be transferred to a different department where a case worker is appointed. 

Just as Berlo positioned, there are a number of factors that affect the message that are related to the sender but also related to the receiver. These factors are 

· Communication skills 

· Attitude 

· Knowledge 

· Social System 

· Culture. 

The better the communication skills of the sender, the clearer the message and the better effect of it. In the class the tutor lectured us on the importance a concise and precise hand over note. In the sector being analyzed as stated initially there are different types of sender but only one receiver,  MASH. If for instance the sender is another partner agency like Police and the individual Police officer is lacking in written skill of communication, the receiver (the MASH administrator) might not be able to grasp the message. The problem could be wrong input of the address or the telephone number. The receiver’s shortfall of communication skills might be input wrong information in the system. This might create chaos and inability to deliver service to the service user.. 

Attitudes of the sender and the receiver alike plays very important role in the communication. A partner agency like a teacher tasked with contacting MASH on behalf of a school might deliver the message with negative attitude. This could be because she or he had personal issue before with social services. The receiver on behalf of MASH with wrong attitude can affect the message received. The negative attitude could be as a result of personal grudge against being forced to get a job by the system. The end result is the communication system that is negatively affected. 

Knowledge of the subject of the message affects the communication of it. In the sector being analysed, there is always a duty professional social worker assisting the administrator to decode messages received. Often there are qualified social workers working in NGOS making referrals to MASH. Their knowledge makes the sending of the message very effective. 

Social system includes occupation, values, laws and other things. Some source of messages have absolute good intention. However, due to their social system, they are unable to put across their intentions. It could be as a result of language barriers as English is not their first language. This relate as well to receiver. Often due to skills shortages, some councils recruit from abroad where obviously English is not the first language. Although, they understand English, they still struggle to understand the accent of the service user which has to do with status. This in turn makes communication less effective. 

Culture plays important role in communication skills. In some culture it is an aberration looking straight into the eyes of somebody of high status or older. Let us imagine a new immigrant from a culture where the above is applicable. He is in MASH office to report child neglect. Ones in the office he was met by an administrator who appeared to be of high status and older. He related to him but was looking downward. The receiver who was born in United kingdom found such behaviour abnormal and tend to be dismissive. This definitely affected the communication and makes the message less effective.

A typical case study is below.

There was a call from a partner agency, Hospital about the welfare of a child. It all started when the child called the emergency number that his father was unresponsive. The child was alone apart from the unresponsive father with in the house. On arrival, the Ambulance team was met by the child. He explained that the father had been well before they went to bed the previous night; but had not been responding to his call.

The emergency team checked and saw that there was still pulse in him. The only clue they have of what could be wrong was a medication for the treatment of particular ailment. All the same, the man was taken to hospital with his 9 year old child. This was how the hospital became the sender. The receiver was the Council's MASH team. The message was about the welfare of the child.

Under Children’s Act of 1989, Section 17 stipulates an assessment of child’s need to provide relevant support to determine the relevant the Council should provide the child.

The channel of communication was verbal through telephone. The receiver on behalf of MASH, the administrator who took the call was known to have put in her sound communication and knowledge skills into practice. She took the details of the family and the child. First was the address and contact telephone number of the family. Next was information about the child. The date of birth, the school he attends and his status with social services - if the family or the boy was known to social services. Information regarding brief history of family was requested. Then the most important of all if there was a next of kin of the family. 

With the brief details taken, the receiver swing into action. The start up point was the digital communication and knowledge skills of the receiver. The details of the family and the child taken from hospital created was used to check the background history of the family. The check found out that the family was already known to the social services. The child has a mother and is married to the father. However, due to her ill health, she has been living in a care home known to Social services. The good news to the receiver was that the details of the next of kin is known, so there was no need placing the child in an unknown family which evidently is not always the best for children. 

The administrator did a tremendous job with her digital and written communication and knowledge skills by not leaving out any important details that help the welfare o the child.
Having completed his bits, the next line of action was for the duty Social Worker Team headed by a Team Manager. 

Unfortunately, the Team Manager was a bit lacking in communication and knowledge skills of the job. Out of panicking he made the catastrophic mistake of not grasping from the data input into the system by the administrator that the family has a next of kin. Due to his lacking of knowledge of related legislation, he was of the opinion that the care home where the mother of the child was housed should not be contacted. He reasoned that making such contact will violate their data protection. He made the poor judgement forgetting what the relevant legislation says: Working Together Protocol in case of emergency will aside data rule.

His next action further exposed his lack of communication and knowledge skills. He failed to read or possibly understand the data the administrator input in the system. Nevertheless, he went on to transfer the case to a team responsible for accommodating children. The allocated case worker based on the cover note of transferring manager swung into action immediately. 

She called the hospital for the welfare check of the child. Immediately, she started making enquiries about emergency foster carers to accommodate the child. Again, the key data in the system regarding next of kin was missed. 

Normally the system provides that before a child is accommodated a particular appointed manager will have the final say before the contract is signed.  This is because it involves money. Obviously, as with any other thing before one signs anything, he has to cross check the related documents to make sure he is doing the right thing. 

It was during the cross checking that it was discovered that the family actually has next of kin. This contradicted what the transferring manager had written that the family has no relatives at all in United kingdom as they are from another country. 

The next of kin was then contacted. She was more than happy to go to hospital to pick the child and accommodate him in their family house. So, the contract of the emergency accommodation was never signed.

A lot of questions were raised as to why such important information was missed. Apart from communication and knowledge skills shortfall of the manager concerned that negatively affected the effectiveness of the message, attitude as well was a problem. When query was given on how such overwhelming important information was omitted, an attitudinal response was presented. The response which was just two lines was that out of panic, that portion of data was not red.

Going forward, recommendations were made on how to forestall such mistake being made in future. The staff concerned should embark on communication and knowledge skills training. The training should equip the staff with the importance of reading and understanding every content of data input in the system. If possible, the staff understanding of digital technology should be assessed. If there is serious shortfall then an investment should be made to enhanced his skill. It is equally important that the staff is trained on social services legislation. A major overhaul of his attitude is highly recommended. The backdrop of it is the two lines response to such an important issue. 
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