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Introduction

In this report I will be talking about some of the main effects of the breakdown in communication in healthcare. I will be suggesting strategies to adopt, which will help the improvement of communication between staff and help the improvement in communicating more effectively in providing a more person-centred approach in helping service users.

The healthcare system has been facing many challenges which has become a major issue in the coming years. Some of these challenges that the healthcare has been facing include an ageing population. ‘Health inequality is growing, the population is ageing, and the NHS will need to adapt’ (The Guardian Jobs, 2018). Around the world the population is growing, and people are becoming older, in the process of this there continues to be a shortage of healthcare staff whilst people require more care. This leads on to political changes, the shortage of healthcare professionals has a huge impact on the continuity of care for helping patients, and those who are most in need and vulnerable. As well as this, the growth of digital technology has also become a challenge within healthcare, as years go by the development of new technology has been improving and changing drastically. ‘As new technology emerges, the NHS must adopt technology that improves the service for patients and helps staff to do their jobs. But we also need to make sure technology doesn’t exclude people who need NHS services the most’ (The Guardian Job, 2018). One of the most important issues that needs to be rectified withing the healthcare sector, is the breakdown in communication. It is without a doubt that better communication within the industry is needed, this is not just with healthcare professionals, but also with the help of the public. ‘Communication problems occur for a variety of reasons such as ineffective policies and procedures, language difficulties, poor communication skills, workload pressure, EHR issues, poor documentation, conflicts between staff members, and ineffective communication systems in hospitals’ (HIPPA Journal, 2020). 










Breakdown in communication 

Healthcare professionals are required to communicate on a day-to-day basis, this mainly includes communicating with their patients as well as communicating and sharing inpatient and outpatient information. Whether it be to family members, doctors, nurses, specialists, outside advocacies, other staff members at other hospitals, regardless, there needs to be consistent and effective communication. 
Effective communication can save lives, a breakdown in communication creates a serious impact on the well-being of patients. ‘Poor communication results in misdiagnoses and other medical mistakes that can easily lead to avoidable health complications and the death of patients’ (HIPPA Journal, 2020). 

Healthcare professionals are not the only ones who are responsible for the breakdown in communication, patients also play a part in it too. Not having effective communication may result in serious consequences as patients’ lives will be at risk, as well as this the decrease in profits within healthcare is also seriously affected. Poor communication will result in the discontinuity of care for patients, risking the safety of patients, patient dissatisfaction and wasteful use of valuable medical resources. When misconduct arises, unnecessary investigations have to take place and the worktime of physicians are wasted. 

The questions that need to be asked in order to solve the problem of the breakdown in communication is, what is causing such a constant breakdown in communication within the healthcare sector? Who is involved in the breakdown of communication? When does breakdown in communication happen and why does the breakdown in communication happen? 












Decision Making Technique

I will be using the Fishbone diagram which will help me to categorise and visualise the potential causes and effects of the breakdown in communication issues that are being faced within the healthcare sector and to find a conclusion to the solution at hand.
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Upon using the Fishbone diagram, I have come to the conclusion of the potential causes of what could be causing a breakdown in communication in healthcare. People play a big part in the breakdown in communication, the types of people that are included in the potential causes within the problem are healthcare professionals. Healthcare professionals need to communicate effectively with other healthcare professionals, as well as service users to provide the best possible care there is. With the effectiveness of communication this will never cause problems such as the service user condition deteriorating and fatalities happening. Service Users also fall in the category of people that may cause the breakdown in communication. If service users do not communicate effectively with healthcare professionals, then they will not receive the help for their conditions. 
The method in which things are which things are done within the healthcare sector where a breakdown in communication can occur includes handovers. Handovers are extremely important and must be relayed effectively so that everybody coming on shift understands fully. If things are not handed over to other professionals effectively then the wellbeing of service users is at risk, this can involve their conditions worsening and can also include fatalities. Waiting times in the healthcare sector is also a huge problem in the breakdown of communication, if there were fewer waiting times then there would be less fatalities and the conditions of service users would not deteriorate whilst having to wait to be seen. The healthcare sector relies mainly on technology and equipment to help them to assist service users. If there is faulty equipment then things go wrong, patients will not be able to be assisted or cared for. If there were faulty computers it would be difficult to assist service users, there notes would not be found, important and specific details that would be needed would not be present then this would be a massive problem in communicating effectively with service users about their well-being. Health professionals creating errors on patient’s notes is a massive breakdown in communication, this is extremely dangerous and life threatening to the service user, errors may cause death or the worsening of a patient’s condition. Healthcare professionals having a lack of computer knowledge will create errors or will cause them not to take notes and put important information in the system at all, health professionals facing this problem will need to have the required training to not face this problem and cause fatalities from happening. The environment is the final aspect in the healthcare sector that may create a breakdown in communication, this will include a lack of staff. A shortage in staff will create a problem on a day-to-day shift, this will cause problems as there will not be enough staff to care for service users on wards or service users waiting to be seen. It will become a very busy day as there will be more service users than there is staff. This will create stress for healthcare professionals and will become overwhelming for them. Professionals will be doing overtime because of the lack of staff; this is where room for errors are created. 





The impact of the problem on stakeholders 

Stakeholders can be defined as any person or group of people who have a significant interest in services provided or will be affected by any planned changes in an organisation or local health community (Isle of Wight NHS, 2017). Stakeholders can be internal or external to the health community, they can include professionals, such as doctors and nurses, service users, such as patients, trade unions, Members of parliament (MPs), regulators, such as The Care Quality Commission (CQC), members of the public and community groups. Effective communication and engaging with stakeholders are about building and maintaining relationships with people who are affected by what healthcare professionals do and the services which they provide. They rely on a commitment to engage, listen, respond and communicate openly and honestly (Isle of Wight, 2017).

The Health and Social Care Act 2008 (HSCA) sets out the CQC’s statutory powers and duties, as well as the legal framework for providers to follow (Sparrow, 2013). Upon introducing The Health and Social Care Act, a new regulator was created, this was CQC. The purpose of creating CQC was to ensure that all providers had the appropriate registration and to carry out inspection of health and adult social care services, as well as this the aim was to ensure the safety and quality of care for service users were being upheld. 

All providers have a vision for the way in which they communicate with all of their stakeholders. They set clear values of their expectations and guarantee their users of how they communicate and engage with people and organisations. The main values include, the provider must be accessible and inclusive to everyone within their community. They must be clear, thorough and professional, there must be a clear demonstration of pride and credibility, user must get the information they need, professionals must be open, honest and transparent as well as being accurate, fair and balanced, services must be timely and relevant, professionals must ensure on-going mutually beneficial relationships. There must be a two-way interaction, meaning professionals will not just talk to users they will also listen, and the cost of services must be cost effective and always demonstrating value for money. 

Service users are the fore front of healthcare and communication is a key in regard to their health and their needs. There are many challenges that may arise for health professional which may cause a breakdown in communication. Poor communication between professionals and service users can occur for many different reasons, whether it be intentionally or unintentionally. A patient’s needs can arise unexpectedly, and a patient’s condition can also change very quickly, professionals need to be prepared and well trained where they know how to deal with situations like these when they arise. Stressful situations can arise, If the provider is not trained to handle these situations when they do come up everything can go wrong, this can create unplanned communication between providers. The main causes of mishaps involve the provider providing as much information as possible, as quickly as they can and not relaying the appropriate information or missing details. For example, if a patient’s health has gone downhill, the Nurse may try to run through as much information to the Doctor so that they can provide as much information as possible, this may include vital signs, the history of the patient, any medication that has been given, and anything that may have happened to cause the patient to being in their current state. While all of this information is important for the doctor to know, the lack of training can cause the breakdown in communication
 Not knowing how to handle situations like these puts the patient at risk and can cause fatalities. 

Another reason as to why there is breakdown in communication in healthcare between patients and professionals includes language barriers. Due to the service user’s language barrier, they usually feel as if they should take the lead from professionals and discuss what they feel should be discussed, this creates problems as they may not always raise issues that may be important to mention to the professional because they may feel as if they will not be understood. This breakdown in communication can create a huge problem in the accuracy and the relevant knowledge about service users from potential minority ethnic communities. ‘This can result in professionals falling back on stereotypes and assumptions that compromise the quality and effectiveness of services provided’ (Mir, 2007). Service users may feel as if they mistrust the healthcare service and the providers as there aren’t any services to help them to communicate effectively to the professionals, this can cause a major issue and service users having this communication problem can cause them to be unwilling to open up and can result in fatalities because they have no one to communicate to. 
‘Other Poor communication issues between patients and professionals can result in misunderstandings about medications and the miscommunication of follow up instructions, which can result in poor outcomes and readmissions and could result in a patient coming to harm. Poor communication can also result in inadequate informed consent, which can lead to malpractice lawsuits’ (HIPPA, 2020) 

The breakdown of communication between professionals occurs all the time and is one of the main reasons why errors are made within the healthcare sector. For example, a professional may be hesitant to speak out to a more senior professional in relation to any concerns they may have, as they may feel as if they are not being heard and acted on. If a professional gives advice or brings up a potential issue to the attention of a senior and it is dismissed or ignored, they may feel as if they are not valid and may not feel comfortable repeating themselves again. This type of behaviour can cause a major lack in communication as this will prevent professional from wanting to communicate at all. This type of break in communication between healthcare professionals can have a major negative effect on patient safety, interrupt the quality of care for service users and their outcomes.
The Care Act 2014 was introduced for safeguarding adults in England, and this protects service users within the healthcare sector, it encourages healthcare professionals to take a person-centred approach when safeguarding vulnerable adults. Person-centered care is one of the 13 fundamental standards of care that the Care Quality Commission requires healthcare providers to meet (Burton, 2018).
Healthcare professionals delivering person-centred care involves taking that extra mile to care for patients beyond their condition and providing a service as a healthcare professional to suit what they want as a service user and taking care of their individual needs. It involves respecting that they have their own views and beliefs on what may be the best choice for them and acknowledging that they have their own values and priorities in their lives.
Duty of candour is legislated by the Health and Social Care Act 2008 It is a legal obligation that has been put in place for organisations to be open, honest and transparent to the service users that they are providing care for. Duty of Candour and Fundamental Standards must be upheld, as these standards are now being inspected against. 















PEST Analysis 

I will be using a PEST Analysis, which is a type of decision-making tool that can be used to look at all the important factors which may be affecting the break-down in communication in the healthcare industry as a whole. I will use this technique to evaluate a range of solutions which will help me to identify the most appropriate option when coming to a conclusion to result in the best possible solution of what can be done to improve the breakdown in communication within the healthcare sector. 

Political – Many health professionals believe that they are not being paid what they are worth. 
Economic – Loss of funds means that jobs may also be lost, this will put pressure on the healthcare meaning there will be lack of staff. 
Sociological – Social factors include things such as service user beliefs, if a healthcare professional or hospital is not aware of religion or not make it their point of duty to study their service users’ needs and conditions, it can cause problems. 

Technological – The government have taken a turn in using more modern technology within the healthcare sector, this can enable the older professionals in struggling with the use of computers on a day-to-day basis. This also effects the older generation of service users which have to manage the use of computers also.
If these issues are addressed and are fixed for the needs of health professionals, it would be less likely that there would be a breakdown in communication. In the political section, staff would feel equal and appreciated, in the economic section funds would need to be sorted so they can have more staff which would put less pressure on the existing staff. Sociological factors would be effective if health professionals took that further step for their service users to get to understand and know them and what is required for their individual needs, and in the technological section more training needs to be given to staff every step of the way especially when update are taking place, new staff have been hired and when system changes occur. If all of the sections are dealt with accordingly the breakdown in communication will reduce dramatically. 

Alternative Solutions 
Within the healthcare sector I believe that all organisations should ensure that things are put in place in order to ensure effective communication between health care providers and service users are being taken place, this is the first step in enabling the effectiveness of communication with professionals and stakeholder. 
Leaders should promote and encourage culture within the organisation, they should take the time to get to know their team and know what they are capable of doing and what they are not capable of doing. They should know which team member is executing their job well and which team members need improvement, who is patient cantered and focused on the safety of all service users and who is not. 
The healthcare sector must have things put in place for the needs of all their service users in respect of their personal needs. If person centred care is not taken into consideration, then there will be a huge misconduct and CQC will get involved as well as causing great harm to service users. Involving patients, their families and all other stakeholder in feedback and surveys to make change will also help the breakdown in communication, not knowing what to rectify will never encourage things to be fixed. 
Within the hierarchy of professionals, it should be a necessity for staff to all have an open mind and listen to each other, this will allow the professionals lower within the chain of professionals to feel as if they have a voice and that they are appreciated. Once everyone knows the role that they have and respects that, the only thing that should matter is the care and well-being of the patients. 
Keeping up with the standards of technology everyone should be trained thoroughly regardless of age. Technology changes and so will the system. Not because one person is a computer genius, it does not mean they should not be trained, everyone should be competent within the job that is at hand. Training should be a necessity for all aspects of the job. 
Everyone should help each other as a team, working in the healthcare sector you cannot work alone, some way along the line you will need you team. Information is passed on in regard to patients record and medical history and their conditions, teamwork must be exercised. Effective handovers should be encouraged to prevent mistakes, rushing will never not save lives. Note taking should be a good habit to remember things if forgotten to pass on the details of patients to the next team on shifts. 
Conclusion
Within my findings in my report, I believe that effective communication is key on behalf of all parties, healthcare professionals and all stakeholder, most importantly service users. Everyone plays a vital role within the success of person-centred care, giving and receiving. The legislations that surround and protect the healthcare system will help to keep the numbers of death caused by the breakdown in communication down. With the help of professional leaders and the team as a whole, as well as service users it will help to have a better and more successful healthcare service. 
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