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[bookmark: _Toc29309605]Introduction:

The purpose of this assignment is to identify the different types of communication conflict. I will recommend solutions and evaluations in order to purpose new strategies and action plans. I work for West London Homecare as a domiciliary carer supporting elderly individuals who live independently in their own homes or in sheltered accommodation. 
The rotas are generated weekly on a Friday evening\ using a system called homecare rota.However often inconsistent information causes visits being doubled booked, insufficient travel time given between visits all of which contributes to conflict in the way information is delivered. The impact of the problem has a negative effect on everyone’s physically/mental wellbeingdue tostaff and service user’s expectation and commitment not being met at times.

[bookmark: _Toc29309606]Definition of A complex problem:

Communication conflict in the workplace is a problem that can create tension between interactions amongst colleagues, managers, team members and other work professionals. The pressure can sooner or later lead to low staff self-esteemthat impacts on poor social services. Lack of communication in the workplace, can make it difficult and create daily,ambiguous expectations. The way to combat miscommunication thatleads to conflict is to make clear communication strategies for the organisation.“A breakdown in e-mail communication can quickly lead to conflict, when in fact, the only issue may be a misunderstanding of another person’s expectations”(Lisa, 2019)
I work for an organisation called West London Homecare who began delivering personalised care and support to people of all ages and capabilities in 1999. They have incidental experience for 15 years with \3,000-care team and a network of 24 branches working in partnership with about 34 local authorities.  The business’s purposes and objectives are supportive of individuals needs to live a better life delivering high standard care and support with principles essential to all they do. They recognise that their staffs are their utmost asset therefore encourages learning and development supporting their staff to be at a high standard. 
Although all that information is stipulated in their mission statement there is a huge turnover of staff leaving due to the ongoing political climate in the UK (Brexit). There is continuous conflict between staff with the way communication is delivered, not being paid correctly for work done allocated at short notice and not updated onto scheduled rota sickness attendance and inadequate travel time in between visits.  

[bookmark: _Toc29309607]COMMUNICATION CONFLICT (Shared Experiences)

Communication conflict can occur in many different situations. Such as the rota system failing to update in time, working as a double up with another carer and we have different ways of working. On Monday morning I received a phone call at 8am, from my Coordinator to visit a client scheduled at 8:30. My absence was noticed because the system in the office, to monitor the carers, indicated that I was not present. This is a perfect example of a conflict of communication sent electronically due to the office staff sending out late rotas and not communicating the necessary updates. 
The call was for two carers due to Mrs Smith is bed bound and requires two people to hoist her in and out of bed. The other carer arrived first and was disappointed that I was late. I explained to her that I received my rota by email on Friday evening as usual and they did not contact me regarding the revised version.  She explained that an updated rota was sent out on Saturday evening, however usually in those circumstances if amendments are made later, I would be contacted by phone to make me aware that an updated rota was resent. On this occasion neither one was communicated to me, which is a regular occurrence and causes conflict between colleagues and service users. “Decision-making structures is more likely that discrepancies escalate when people communicate electronically compared to when they communicate face-to-face or via the telephone.” Building upon Rubin et al.’s (1994)
Theproblem within my organisation is the communication process channels used are not always effectiveand regularly misunderstandingoccursbetweencare workers. In those situations, it is inconvenient, stressful, limited in between visits with no travel time given therefore unable to plan visits accordingly. Communication breakdown causes immense pressure for all concerned which also impacts on time management to provide a service. The internet is essentialin order to access email or messageswhile also moving from one client to another.Ensuring that you have a fully charged phone each day is vital to communicate with other care workers. This will enable staff to communicatelast minute cancellations, lateness, sickness and annual leave. There is a huge staff turnover and absences, due to the ongoing political climate in the UK (Brexit) with the unstableemployment market,zero contract hours and staff shortages, that pressures the Social Care System. This then impacts on the skeleton staff left,to cope with the inadequate travel time in between visits to meet the growing need of an ageing population.  
The main problem within my organisation is communication conflict which is a regular occurrence for myself also other care workers. It makes working situations difficult, time wasting, stressful, unable to plan accordingly immense pressure from office staff for lateness when occasionally I am still with the previous service user. This perceived problem can be very frustrating as time is very limited in between visits with no travel time allocated in between calls. The organisation offers regular training. The office staff are very pleasant, and they also have issues about the inefficiency and work pressures they are being put under however, a lot of the time leaves me feeling burnt out with the workload and last minute having to cover shifts when already have a lot of jobs on my rota.
 Stress is known as one of the main reasons for employees to have long-term sick, adverse turnovers and absences from work. It can also affect organisations financially in different ways. (Bridger et al, 2013) World Health Organisation (2004). Highlighted that the incompetence for employees to perform tasks to their full aptitudes can result in Issues have been raised by a large majority of health care workers (Black and Frost, 2011).  


[bookmark: _Toc29309608]Communication Conflict

Conflict at work affects individual’s health wellbeing and job fulfilment, it can take a toll due to thecompany needing to be organised and structuredin order to work to a reasonable standard. Conflict of communication between the service user, the carer and the coordinator can occur. Late arrival and missed visits can be seen as gross misconduct due to neglect of the client’s needs which can also be escalated to social services.
There are quite a few factors in a workplace that can contribute to make a problem complex to deal with. For instance, insufficient training to hoist a client can lead to conflict with the carer and the service user. This can create insecurity for the service user and their confidence in the care they are receiving. In addition, conflict can occur between two carers regarding the procedure and order of the duties that need to be implemented efficiently.In addition,communication conflict can be created,due to the lack ofclient’sdignity and respect, for example when they are going to the toilet closing the doorin order to notexpose their privacy and allow them adequate time to finish. Respecting their space will reduce the potential communication conflict between the client and the carer. When carrying out personal care duties you should be aware of individual service users’ needsthose who are able bodied need to be self-sufficient as possible, having their own independence and personalpreferences taken into consideration.

The healthcare system appears to suffer huge insufficiencies because of poor communication structure and practices. Australian survey of hospital admissions found that communication problems were the most common cause of avoidable disability or death and were nearly twice as collective as those due to insufficient medical skill. (Coiera, 1998)

[bookmark: _Toc29309609]Review of Literatures:

Study had overlooked how relationships and conflict at work impactedon individual’s health wellbeing and job fulfilment. A model was introduced which deliberated how poor health and wellbeing was initiated for communication conflict in the place of work and could reduce the possibility of conflict arising is managed effectively in a positive manner. (Dreu, 2004)

[bookmark: _Toc29309610]COMMUNICATION CONFLICT

Managing conflict in the workplace is time-consuming but a necessary task for the physician leader. Conflicts may occur between health care practitioners, clients, or their family members. The conflicts may range from disagreements to major controversies that may lead to litigation proceedings or violence. Conflicts have a hostile outcome on productivity, morale, and clients care. They may result in high employee turnover and certainly limit staff contributions and impede efficiency. 
Understanding how conflicts arise is important in that it helps to stop the same situation happening again. From an employee's point of view there are certain behaviours and attitudes which includes verbal and nonverbal communication., Colleagues who are complacent do not pull their weight, discriminating criticism, trivialguidelines, favouritism, prejudice or racial inequality,irrational expectations, and verbal abuse. On the organisational side, problems arise from poor communication, inappropriate responses, poor organisational skills, personal work interfering with professional work, and clock-watching.
Pitfalls that leaders should be careful to avoid include taking people for granted, failing to keep promises taking on responsibility for one's own mistakes, and failing to practice what one preaches. The key to survival as a leader is to develop emotional intelligence and to create it in the work environment(Ramsay, 2001). 
As a manager dealing with conflictssituationsin the workplacestime unproductive is a compulsoryduty of care to employees for theperson in charge to address concerns in a skilful manner. Conflicts canoccur between managers, staff, health care team, patient or patient's family.  Conflicts can beminor disagreements to major arguments that can lead to lawsuit or violence. Conflicts have an opposingoutcome on productivity, confidence, and patient wellbeing in the Health and social care sector.
The consequencescan also result in high employee turnover and limited staff and hinder efficiency.  Being Empathetic how conflicts happens is significant in preventing them. From an employee's perspective, triggers include lack of communication, colleagues who do not pull their weight, unfair criticism, irrational expectations, and verbal abuse. On the management side, difficultiesascend from poor communication, inappropriate responses, poor prioritizing. personal work interfering with professional work, and clock-watching.

[bookmark: _Toc29309611]ADVANTAGES OF COMMUNICATON CONFLICT:  

The benefit of communication conflict is for staff to have the same collective values and shared commitments to accomplish organisational goals. It supports colleague to sustain not misrepresent productive relationships. (Herriot 2002). In organizations, Communication can also have direct and indirect ‘effects on team an. The benefits of communication is an eye opener to new ideas and adventures, opportunity to articulate different needs, it instils flexibility to do other things, teaches us to listen attentively to be able to find new solutions in complicated situations and helps to set limits and practice to develop communication skills. (Frances, 2011)



[bookmark: _Toc29309612]DISADVANTAGES OF COMMUNICATION CONFLICT:
Communication conflict occurs often in any workplace; health care is not exceptional. The negative consequences consideration dysfunctional teamworkreduced patient satisfaction, and high turnover of staff. Disadvantages and common causes of conflict within the workplace is a classification of different problems where there is lack of role clarity, understanding, poor authority, poor communication, personality differences, stress, and heavy workload, lack of honesty, openness changes within the organisation with high exceptions placed upon employees(Joseph,nd)
The home care workers in general regarded the working environment interventions as positive however all elements are simultaneously subjected to substantial contextual instability, involving new work programs, new technology, restructurings, unit mergers, and management replacements, perceived by the home care workers to be major sources of stress. Findings suggest that concurrent changes induced through rationalization resulted in negative exposure effects that negated positive work environment intervention effects, causing an overall deteriorated work situation for the home care workers. (Anderson, 2013)

[bookmark: _Toc29309613]Consequences of communication conflict

In my organisation the consequences of communication conflict is office staff should be more aware to avoid taking care workers for granted which is a problem in my workplace. I have now learned to say no without feeling obligated. Failing to keep to their word, not taking accountability for one's own faults, to follow through what one preaches. The main factor to strength as a manager is to develop openmindapproach and encourage it at all times in the work setting (Ramsay, 2001).
The consequences of communication conflict are when employees are within the workplace affected by pressure and stress within the workplace this can impact on employee their families andcolleagues. (Duddle& Boughton, 2007). As well as the impact on the individual, O'Brien-Pallas et al. (2006) warn of the financial considerations for managers if they fail to adequately react to 'toxic' workplace situations without implementing strategies for positive change for business to function successfully
[bookmark: _Toc29309614]SWOT Analysis

A SWOT Analysis is used in businesses to set up techniques for identifying the problems and why it is happening. The aim of the SWOT Analysis is to deal with strengths, weaknesses, opportunities and threats. Strengths is a stronger internal idea and weaknesses are areas within the organisation that needs improvements to enable the efficiency of running the business. Opportunities and threats are exterior which occurs outside the organization and a SWOT analysis is a well-recognised tool used to identify when there are problems that arises. These approaches support keeping a stronger focus on the result and help identify which threats are serious. For example, those issues that are complex issues offering. Weaknesses and which opportunities are encouraging opportunities.  See below for a SWOT Analysis table of my workplace. (Schooley, 2019)

	Strength
The care staff on the field
Training
Work always available
Management

	Weakness
Not enough carers
Co-ordinator disorganised
No travel time between visits
Pay inconstancy
Staff attendance
High staff turnover

	Opportunities
Promotional prospects
Friendship between clients
Learning new skills
	Threats
Staff not seeing to clients at schedule time
Medication not given at appropriate time
Deterioration of physical welfare







The areas that Pestlecovers are: Political, Economic, Social, Technological, Environmental and Legal. PESTLE is another known tool to SWOTthatdevelops on the examination of external framework. Its focus isexamining in detail specific types of issues that often influence putting into practice projects or benefits within the organisation. 
PESTEL involves recognising the factors in each region that are relevant for the plan being considered to recognise preferences therefore is it is an active tool for improving organisations to implement change. Pestle and Swot are used together therefore it is important to identifying change in the approach or methods being used. SWOT and PESTEL are flexible and can be applied for planning or decision-making or otherwise can be used to emphasis on specific stages or workings of a task progression. SWOT and PESTEL can be applied to large or small organisations in order to make decisions or manage projects effectively. If time is very limited, or for small projects, do a quick SWOT in an hour.  Always remember to categorise the Opportunities and Threats first, and then the Strengths and Weaknesses).  (Pestle Analysis, nd)


[image: ]

[bookmark: _Toc29309615]Propose two solutions:

“Conflict is inevitable in any form of interaction people have a different opinion or want something different ...” (YS Bao et al)
The first solution purposed is with regards to management being unaware of local placement areas a possible solution would be to have carers placed with clients within easy access to one another. However, there will be times when this will not be possible because for example specialist care or knowledge is required for a client outside of the carer’s local facility.   Additionally, an experienced carer might be needed to support a more inexperience carer.
The second solution purposed is management should access the care plans before taking on additional clients in orderto ensure they have adequate staff available to work and cover shifts.What is not acceptable is whenstaff’s work is not valued by their employers and colleagues. This also contributes to a lack of respect by the families and carers. On the other hand, some of the most satisfactioncomes from the support of colleagues and supervisors. Without attention to those negative factors, recruitment and retention problems will remain an unresolved issue If there are staff shortages it can affect the service deliver to clients and become a safeguarding issue.(Huxley, 2005)
The effectof these unresolved issues above impacts on my work daily this result on my physical wellbeing, feeling stress due to constantly rushing tovisits.Additionally,sometimes not being able to give my full attention due to not wanting to be late for the next client. For some clients it can be distressing possibly interrupt their routine which could impact on them being late formedical appointments. And In an extreme case could lead to possibly losing clients if I am constantly late, they will eventually not want me as their care anymore

[bookmark: _Toc29309616]Evaluation of proposed solutions

When you look at the problems and how I am going to solve the problem at est what amI am going to apply. Text message is very useful when communication with staff it can also be a bit hazardous as battery died. Email is also useful, letter writing is useful but is slow at receiving information as th is how we usd to reeive our rota. The best communication as everypne has a phone and is easy to communicate to everyone becsue even if the battry dies can have access to charge phoeas the messages will still come through once the phone is seitched on. Phone and email are the best ones

[bookmark: _Toc29309617]Implantation plan of proposed solution



[bookmark: _Toc29309618]Communication plan with different stake holders


It is important that all businesses have a communication plan with other stakeholders they can be internal worker’s trade union, exterior customer or businessproviders. It makes them aware of any problems the company is facing using different strategy to resolve them in an effective way to ensure business is run smoothly with little or no disruptions that could affect them financially. In my workplace the current problem care workers are facing the stakeholders has the a duty of care to staff also service users to provide an outstanding care package to suit their individual requirements.   
The director is at the top of the hierarchy in the business they support to build and make the company run effectively. Care workers are able to communicate with them if they have any issues. They will acknowledge any grievance and refer it to the appropriate person in line to deal with it.
The operations manager is the person that over sees office staff to ensure everything is in place  and  making sure the staff under them are doing their work correctlyensure everything is in place makes sure Angeline is looking after the branch and making sure her staff is doing their jobs correctly. Caseworkers are the backbone of the business without them there the company would not be able to.  
The branch manager role is make sure the office staff is working effectively up to date with their training and any concerns the coordinator is unable to deal with will escalate to act upon them. The coordinators role is to make sure care workers roasters are scheduled weekly with correct information. Field supervisors are out in the community doing Spot-check are to make sure care workers are adhering to the company’s code of conduct practices. wearing correct uniforms and training are up to date. Care workers are lone workers their own with no one physically supervising them able to work on their own initiatives. 



What actions I am going to take stake holders can be internal employees, trade union, external customer or suppliers.
Action communication criteria the plans we have made discuss with my manager very important person would allow me to do things has authority. Responsible person me the my manager priority is high decision makes.
My PLAN CURENT , PENDING, SATART AND END DATE, NOTES IF ANYTHING I have communicated notices from stake holders  this is for question 11 communication plan for stakeholders.
Week 8 sessions 1 implementation 
[bookmark: _Toc29309619]Plan for implementation Table


	ACTION
	RESPONSIBLE
	PRIORITY
	STATUS
	START DATE
	END DATE
	COMMENTS

	Allow travel time in between visits.
	Coordinator
	High
	High
	Monthly
	continuous
	

	Roasters should be scheduled earlier
	Branch Manager
	High
	In progress
	Monthly
	Continuous
	

	Motivation
	Branch Manager
	Medium
	High
	
	Continuous
	

	CritalDe’briefingSessions .
	Coordinator
	High
	High
	Weekly
	Continuous
	

	Team 
Meetings/supervision/

	
	High
	High
	Weekly
	Continuous
	







[bookmark: _Toc29309620]
Propose two solutions:

One of the solutions to the problem is the coordinator should schedule works roaster earlier on Thursday evening instead of Friday evenings to ensure they are received in adequate time frame.
Travel time on the system within the organization should be adjusted appropriately to accommodate those care workers that don’t drive adequate travel time for traffic and any other hitches that can happen.  
[bookmark: _Toc5]
[bookmark: _Toc29309621]Evaluation of proposed solutions

My evaluation of proposed solutions is to report email communication conflict to the branch manager as it affects not only care workers also service users with inconsistency and lateness.  Care workers should not be accountable to work at short notice due to having their own clients and personal commitments. The only way to solve the problem that has been created is to have sufficient senior care workers on standby in case of any emergencies, rotes having to be updated at short notice, not taking on new care packages until adequate staff is employed. 
[bookmark: _Toc6]
[bookmark: _Toc29309622]Implementation plan of proposed solution:

The operational manager should be aware of the conflicts and the solutions that are needed to solve the problem.
[bookmark: _Toc7][bookmark: _Toc29309623]Communication plan with different stakeholders:

It is important that all businesses have a communication plan with other stakeholders they can be internal worker’s trade union, exterior customer or businessproviders. It makes them aware of any problems the company is facing using different strategy to resolve them in an effective way to ensure business is run smoothly with little or no disruptions that could affect them financially. In my workplace the current problem care workers are facing the stakeholders has the a duty of care to staff also service users to provide an outstanding care package to suit their individual requirements.   
The director is at the top of the hierarchy in the business they support to build and make the company run effectively. Care workers are able to communicate with them if they have any issues. They will acknowledge any grievance and refer it to the appropriate person in line to deal with it.
The operations manager is the person that over sees office staff to ensure everything is in place  and  making sure the staff under them are doing their work correctlyensure everything is in place makes sure Angeline is looking after the branch and making sure her staff is doing their jobs correctly. Caseworkers are the backbone of the business without them there the company would not be able to.  
The branch manager role is make sure the office staff is working effectively up to date with their training and any concerns the coordinator is unable to deal with will escalate to act upon them. 
The coordinators role is to make sure care workers roasters are scheduled weekly with correct information. Field supervisors are out in the community doing Spot-check are to make sure care workers are adhering to the company’s code of conduct practices. wearing correct uniforms and training are up to date. Care workers are lone workers their own with no one physically supervising them able to work on their own initiatives.
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Review and monitoring plan how am I going to do it:
The way in which I plan to review and monitor the communication conflict procedure in my workplace is to set a review date for one month. I would monitor the progress by checking how the actions are being followed which would identify whether the strategy used is effective in dealing with the communication conflict. If the approach used were not successful, I would set another review date for a further two months
[bookmark: _Toc29309624]Conclusion:
In conclusion it is important for organizations to implement action plans and strategies in order to avoid any conflicts within the business; this will lead to the business to continuously perform at high levels of productivity. Implementing strategies has allowed the organization to improve communications between office staff and careworkrs, pressure levels have decreased and has allowed the business environment to work at balanced levels.
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