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Introduction

This report will discuss how well employers perform at communicating. The organisation looked at is in healthcare.

I work as a domiciliary carer through an agency called Plan Care who provides service to elderly and vulnerable people, who live in their own homes or sheltered accommodation. They are supported with household tasks, personal care or any other activity that allows them to maintain their independence and quality of life. Depending on their individual needs and requirements, scheduled visits are during the mornings, afternoon or evenings. I mainly work independently however, I do have to work with other colleagues when using a hoist with clients who are unable to get in and out of bed. Also communicating regularly with the coordinator who is responsible for my rota & allocating clients. 

I am going to discuss the advantages and disadvantages of different types of communication skills within my work place between employer and employees and examine how they can be improved. The skills are verbal communication, nonverbal communication, active listening, face to face, overload of information, record keeping, cultural awareness physical barriers.


Definition:

Communications skills: are the process by which information is exchanged between individuals. This is the performance of transmitting information thoughts, ideas and emotions. They are conceivably the most basic skills that a person can develop as an employee, yet they are one of the most required by employers. (Maud 2018)

Communication is a vital part of human interaction in developing social relationships. Where information is transmitted into thoughts feeling and emotions. The support of effective communication is recognisable as they improve all characteristics of our personal and professional lives. Ineffective or misunderstood communications in our personal lives may give rise to problems or embarrassment, on the other hand in our professional lives the results of misunderstandings may have much more serious outcomes.  This is very apparent in the healthcare setting. As miscommunication can result in harm to the client. For example, the co-ordinator giving incorrect time slot for a visit, resulting in medication given late.


Verbal communication:

Verbal communication as stated by the Shannon and Weaver Model is information which the exchange of thoughts, ideas emotions, or thinking that outcome in mutual understanding between two or more people. The process involves at least one sender, one receiver, and a message that is transferred within a communication medium. It starts with an idea or thought in the mind of the sender known as encoding. The sender selects a standard to transmit those into meaningful symbols in the method of words, pictures, or gestures. The sender selects a medium to transfer those symbols, so the receiver can access them through one or more senses either face to face, discussion, art work, text message or any electronic transmission media devices. When the message is acknowledged by the receiver, they must decode the symbols to understand the intent of the sender message. (Andrew Maund, 2018) 

I communicate with co-workers in the office on a daily basis. They provide information in about my rota (changes or updates, clients added or removed), training opportunities, concerns & complaints. Whilst I update them with information about the clients. For example, if a client was not in on a visit, or if there are concerns about the client.  

There are frequent incidences when staff communication is not effective. For example, when an email is sent to two employees to attend the same client. By 2 different members of staff. This is not only time wasting, costly having to pay two staff as well as inconvenient for the client and very frustrating for me. This has occurred simply because the staff members in question have not liaised with each other to confirm who will do the booking. Office staff are also under immense pressure & there is a high turnover of staff, adding to further communication breakdown, with new staff who is doing what. There is the added pressure to ensure visits are covered, as the outcome could be fatal if venerable client requirements are not met resulting in a fall or unable to take their medication at a specific time. These could result in a safe guarding issue, where social services could get involved and the employer would be legally responsible for the consequences.   


When employers communicate well with their employees it improves self-confidence, to produce feedback devices and reward employees helps to reduce mistakes that stem from reduced communication according to. (Regan 2018)

Nonverbal communication: 

There are four categories of nonverbal exchanges. It is used to transmit individual feelings attitudes and overall message (Portes,1969)

Aesthetic: Creative expressions, music, art, dance, theatre. Physical: body movements during social interactions a smirk, wink, frown.
Signs: that are displayed to communicate a message that has a special meaning. Symbols: are any material objects that promote social status such as jewellery, cars clothing. Nonverbal communication tends to support or replace verbal communication (Phutela 2015). It is also more reliable than spoken words (Dunbrava, G & Koroma A 2009)

They are six human emotions sadness, love, happiness fear, envy, anger that shows how a person is feeling when speaking to them without using spoken words.

I have an appraisal meeting with my manager annually regarding my performance. During our meeting body language will influence how well or badly the meeting goes. If I am sitting slouched in the chair, she may think I am not interested in what she is saying therefore I sit squarely, with relaxed facial expressions, smiling, fixed eye contact upright posture to show I am focused and attentive to the discussion. My manager has a balanced tone of voice, squared shoulders, saying her opinions giving an understanding what is important adds power to her position. She sits forward, using head gestures, facial expressions will make me come to an understanding to take the compliments delivered as genuine. 

Nonverbal communicating “It is a form of behaviour which communicates a message without using speech” (Morgan, 2018). Colleagues might perceive these messages subconsciously and often have a difficult time articulating why they arrive at a certain understanding of an individual’s message. For example, on arrival to the office I ask a staff member if I can discuss changing a time slot on my rota. The immediate response is a deep sigh & rolling of her eyes, indicating to me that she does not to engage about a rota change.

The advantage of face to face communication is effective as it includes  facial expressions, you can seek the feedback instantly, relaxed, indirect and whether the communication was not suitable for some people and received in the way you intended. (Morgan, 2018)   The disadvantages of face to face communication are it can be inappropriate for some individuals and large audiences to apprehend. 

In a work place good communication between employers & employee’s is vital to professional business success. At the most undeveloped level, employees who don't recognise what's expected of them rarely perform to their full potential. This stem from poor communication.

Active listening: is the main reason to understanding what someone else is saying (Maund et al 2017) before answering a question. It is important to be clear as can lead to misunderstanding receiving the incorrect message. In order to listen actively explaining different work relationships and what they are saying requires effort and self-discipline. It is good practice when my employer is speaking for me to not interrupt, speak slowly to be understood, ask questions when necessary, make clear points, rearticulating the message to clarify appropriately anything that could later result into a problem.
 
Example: I have seen a new staff member found herself unsure about how to do her new job. She approached her co-workers for support on numerous occasions, however they did not appear to listen to any concerns she had. They gave no eye contact & continued to do their work whilst she was talking to them and she had to repeat her questions several times before they responded. When she did eventually get a response, her questions remained unanswered. 

Up until now group member consequently do not give 100% of their attention to one another (McKay, Davis, & Fanning,1995) Instead listeners are preoccupied or unfocussed busy comparing themselves with the speaker, mentally rehearsing what they will say next, day dreaming about an experience or wishing they we’re somewhere else. (Andrew, 2018) 

Hearing is your physical ability to sense sound, it is the physiological process function of receiving sound. Listening however helps you to differentiate between the content and layer of the message. Listening requires you to concentrate on the verbal and nonverbal message (Anon., 2018). 


Physical Organisational Barriers: Environment strategy problems can contribute to ineffectiveness. Background noise, temperature being hot or too cold, bad lighting. For example, my office is open plan & very busy. So having sensitive conversations in this environment is difficult. 

In my organisation the local authority placed mobile phones in client’s homes for staff to sign in on arrival and when leaving. To enable management staff to monitor activity from the office if visits are done at scheduled times or missed. It is important for safeguarding clients as well as colleagues in case of any allegations being made.

Communication however becomes an ineffective barrier as the phones are low cost frequently not working, staff need to call up the office and report attendance verbally as well as having timesheet signed which is time consuming. If we were provided with better value phones it would be less likely to have technical problems with the intended outcome being accomplished.

Record Keeping:  In my workplace record keeping needs to be clear, accurate, honest and timely for other colleagues and healthcare professionals to understand. (Meaning they should be written as near as conceivable to the actual time of occurrence of the proceedings they describe). Likewise, if the manager requested to see it as it is classified as a legal document. This means we must ensure that nothing we write is, or could be interpreted as being insulting or abusive, prejudiced, racist, sexist, ageist, or discriminatory in any way.

Cultural awareness is understanding the differences between a person and people from other nationality or backgrounds, particularly transformations in attitudes and values. Programs to promote diversity and cultural awareness within a business or organisation helps to build positive working relationships.

Taylor SP et al (2013) stated cultural difficulties experienced during	
cross cultural communications which are language barriers, low literacy, anxiety, lack of understanding, general attitudes, gender attitudes and health beliefs also religious beliefs are applicable. Herzberg’s model (1959) “findings stated it is possible to then argue that organisational cultures which look as if they place less importance on safety might be struggling to motivate their employees (Morgan, 2018).

Within my workplace there are office staffs and colleagues who speaks different languages. Although they might not be skilled in English being their first language, to make communicate effectively It is important for me to use “plain language, Show respect,  speak slowly, listen actively, put information in in writing, don’t shout, don’t repeat the same words over and over, don’t patronise, use simple words, employer to find a reliable translation service and provide classes (Anon., 2018)”. 

Overload of information: When too much information is provided from Employer to employee in a short period of time, there is likelihood that receiver would not be able to comprehend the information completely. 

When the information is in vast capacity then it becomes difficult for receiver to differentiate between useful and inadequate information. 
In my workplace staff are given different time slots for visits.  Staff complains about the number of visits that is put on our weekly rota in addition to employer requesting help with covering calls, adding additional visits sometimes without you being aware. Another rota is then sent out also a text messages which can become confusing depending how many changes are made. There have been times when my phone battery has died therefore unable to receive emails. I feel that my employers do not take into consideration the enormous pressure that is put on staff psychologically and physically. To avoid overload of information the sender must send message in precise amount not too long nor too short for it to be understood correctly also the method ought to done within a time frame to allow acknowledgement intended for communication to be effective.   


Face to Face meeting:

I attend a supervision meeting every 6 months which is a regular, contact between myself and my manager to monitor in addition reflect on work practice. It provides direction and support identifying areas of my work that need improvement in addition to new ways of handling any problems identified.
 
It gives me an opportunity to be involved which increases sense of ownership being involved in my career progression, expressing any concerns in relation to my work as well as any areas where feedback arise for improvement. I also receive feedback from my manger at this meeting regarding enhancement or areas where improvement is needed. Feedback must deal in essentials rather than generalisations. I take feedback as a problem in awareness rather than a problem of noticing the truths which is good for my work ethos, personal development and self-esteem.
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