Write Up on Professional Issues
Communication is vital in healthcare and for healthcare professionals, and it allows healthcare professionals to provide high-quality, safe and effective care, evidence has shown that poor communication is behind a large vast of medication errors, unnecessary medical costs and insufficient patient care (Judd, 2013).  Communication can be defined as verbal and non-verbal communication being sent and received between two or more individuals (Dougherty et al, 2015).  Communication between healthcare professionals and patients allows healthcare professionals to gain and reveal information and gain the trust of the patient (Kozier et al, 2012).  Effective communication needs the healthcare professional to understand the patient and what they are expressing when they are communicating, effective communication needs the healthcare professional to have a certain level of skill to understand what the concerns of the patient are and to relay the message to ensure they understand and accept what the patient is communicating (Kourkouta and Papathanassiou, 2014).

The three most valuable forms of communication in healthcare, amongst healthcare professionals, patients and their relatives include verbal communication, non-verbal communication and metacommunication (Kozier et al, 2012) which will be explored further throughout this piece of work.  Verbal communication can be defined as the exchange of words which are spoken or written and is important when healthcare professionals and patients are expressing themselves and their feelings, verbal communication also involves the process of actively listening to the spoken or written words (Kozier et al, 2012).  Active listening is the process of fully receiving and understanding what the patient is communicating and ensuring it is understood by the healthcare professional listening, it also includes trying to understand not only what the patient is communicating but also what the underlying feelings and thoughts are by assessing their non-verbal communication such as the patient’s body language, eye contact and gestures (Moss, 2020).  It is also important that the healthcare professional is able to provide an appropriate amount of time to listen to the patient without any interruptions, to show interest in what the patient is conversing, use a certain amount of verbal encouragement such as ‘please continue’, being able to empathise with the patient and be able to summarise the words that the patient has spoken and define the purpose of those words (Jahroumi et al, 2016).  Non-verbal communication can be defined as information which is conveyed without the use of spoken or written words and is argued to be more valuable than verbal information (Dougherty et al, 2015), the use of non-verbal communication is crucial as it can show how someone is truly feeling and what they are truly thinking as someone’s non-verbal communication may not always coincide with what someone is communicating verbally (Kozier et al, 2012).  Non-verbal communication may include human behaviour factors such as the use of facial expressions, body movement or posture, eye contact the use of silence, touch, gestures and personal appearance (Kozier et al, 2012).  Metacommunication refers to communication about communication, metacommunication can be both verbal and non-verbal and involves exceeding what is being verbally communicated (Kozier et al, 2012).

Effective communication is a crucial skill for healthcare professionals in order to have positive outcomes for everyone involved, it requires an understanding of oneself and others (O-Toole, 2016).  Effective communication involves not only sending and receiving messages but also requires processing and understanding the messages in detail (O-Toole, 2016). Effective communication skills are key to ensuring the patient receives the highest quality of person-centred care, reducing errors and mistakes, promoting a positive working environment, working in a team effectively and communicating goals and expectations (Creative Health Care Management, 2023). Communication can come with some complexities, these can include gender as some individuals’ cultural beliefs are that women should be seen by a doctor who is the same sex, age can be another complexity, for example, some older individuals may not want to communicate about their health conditions with a younger worker, race as some individuals believe that they should be able to see a healthcare professional who is the same ethnicity as them, disability as everyone with a disability should have access to services meaning that every practice should be disability friendly and language as service users should be able to communicate in their preferred language (Moss, 2020).   The code is a set of professional standards of practice and behaviours for nurses, midwives and nursing associates which was created by the Nursing and Midwifery Council (NMC) and exists to provide protection to the public (Nursing and Midwifery Council, 2015).  One of the professional standards within the code states that nurses must practice effectively which includes communicating clearly, nurses are obliged to communicate using terms that the patients in their care, other healthcare professionals and the public understand, take logical steps to meet individual’s language and communication needs and providing assistance when they are able to, to the individuals who need assistance to communicate their own or other’s needs, use both verbal and non-verbal communication methods whilst considering other individuals cultural differences to understand and answer patient’s personal and health needs, they must check the other individual’s understanding to reduce misunderstanding and mistakes and they must be able to communicate effectively and clearly in the language of English (Nursing and Midwifery Council, 2015), this further highlights the importance of effective communication for healthcare professionals. 

Barriers to effective communication can be defined as anything that will make the individual who is communicating feel uncomfortable, not accepted and not valued, which discourages the individual from communicating (Moss, 2020).  Ineffective communication between healthcare professionals can have a negative impact on the safety of patients, the quality of care provided, patient outcomes and both patient and staff satisfaction this can occur both intentionally and unintentionally (Health Stream, 2021).  The actions that can discourage communication can include, the professional's behaviour and attitude towards the individual, unsuitable surroundings such as a room layout with no privacy, the subject that is being communicated which can often in healthcare be a sensitive or uncomfortable subject, the use of language which the individual does not understand such as medical terms and fear which is a way in which the individual could be feeling which might have an effect on the individual communicating effectively (Kozier et al, 2012). Some of the barriers of the way to communication can be overcome by finding out whether or not it is a suitable time and place to communicate with the individual, using clear communication, using appropriate language that the individual can understand and if the individual is unable to understand using an interpreting service such as language line which is a reliable language service provider (Language Line Solutions, 2024), communicating one thing at a time, respecting another individual’s wish to not communicate, checking that the individual you are communicating with has understood what you have relayed to them, ensuring that you are communicating with the individual in a place which is free from any distractions and acknowledging the emotional responses the individual displayed in relation what you have communicated (NSW Government, 2024).

In conclusion, communication is vital in healthcare settings and allows healthcare professionals to provide high-quality, safe and effective person-centred care.  Verbal communication, non-verbal communication and metacommunication are important forms of communication in healthcare to allow healthcare professionals to gain vital information and uncover vital information.  Effective communication is important in healthcare and prevents the risk of medication errors, unnecessary medical costs and insufficient patient care. Healthcare professionals must communicate in a person-centred way and have the skills to effectively communicate both verbally and non-verbally.  When healthcare professionals are faced with barriers to communicating effectively, they should attempt to overcome these barriers.
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WHAT IS
COMMUNICATION?

Communication is a two-way
process where information is
passed between individuals.

Communication allows a message
to be sent and received from one
person to another.

Effective communication skills are
critical within healthcare practice
and allows healthcare
professionals to communicate with
other healthcare professionals, the
patient and their relatives.

Effective communication is critical
when healthcare professionals are
answering questions, advising
patients and explaining to patients.

There are two main types of
communication and these are
verbal and non-verbal.
(Kozier, B, et al, 2012)

COMMUNICATION

NMC CODE OF CONDUCT -
COMMUNICATION

In line with the Nursing and
Midwifery Council’s code of
conduct, nurses must practice
effectively, including
communicating clearly. To
achieve this nursing staff must:

* Use terms that everyone is
able to understand.

* Take the correct steps to meet
other individual’s language
and communication needs.

* use both verbal and non-
verbal communication
methods whilst considering
cultural differences.
* Check other peoples
understanding to reduce
misunderstandings.
» Communicate effectively and
clearly in English.
(Nursing and Midwifery
Council, 2015).

BARRIERS TO
COMMUNICATION

Some of the barriers to
communicating include:

Unsuitable social surroundings
including not having privacy.

If patients have an impairment
such as a physical health, mental
health or emotional state of the
patient.

The language that is used by
healthcare professional’s, if
medical terms are used the
patient may not understand.

The healthcare professional’s
attitude or behaviour towards
the patient.

If the patient is feeling fear.
(Dougherty, L. (2015)

GOOD COMMUNICATION
¢ Using clear and direct
communication
* Showing empathy and
respect.
+ Using non-verbal
communication.
* Active listening.
* Being open and honest.
* Having cultural awareness.
* Showing compassion and
trust.
(Wilshiere, J, 2021)

POOR COMMUNICATION

* Not listening actively.
* Not using open body
language.
* Tone of voice.
* Interrupting the speaker.
* Lack of eye contact.
* Using negative non-verbal
behaviour such as eye
rolling.

(Dougherty, L, (2015).

Active Listening

Active listening requires:

Having the time to listen without
interruptions.

Healthcare professionals
encouraging the patient to speak
by nodding, smiling and
comments which encourage
such as ‘please go on’.

Having the ability to clarify
information through
questioning.

Having empathy by being able
to understand how it feels for
the patient.

Being interested when
conversing with the patient.

Being able to summarise what
the patient has said.
(Kozier, B. 2008)

VERBAL COMMUNICATION

Verbal communication can be defined as the use of spoken or written words.

Verbal communication can be effective depending on elements such as culture,
language, tone of voice, speech rate, accents, jargon, open or closed questioning or a
physical impairment such as difficulty of hearing.

Written communication depends on accuracy and the ability of the person who is
communicating, what is being said can be misinterpreted.
(Kozier, B, et al, 2012)

NON-VERBAL COMMUNICATION

Non-Verbal Communication relies on human behaviour including personal appearance,
eye contact, gestures, facial expressions and touch.

Personal appearance is an important part of non-verbal communication, they provide a
first impression of whether a healthcare worker is professional.

Listening and silence are also a crucial part of non-verbal communication active
communication is important to demonstrate that the patient has been heard and
understood.

(Kozier, B, et al, 2012)





image2.png
References

Dougherty, L., Lister, S., and West-Oram, A. (2015) The Royal Marsden Manual of Clinical Nursing Procedures. 9th edn.
Oxford: The Royal Marsden NHS Foundation Trust.

Kozier, B., Erb, G., Berman, A., Snyder, S., Harvey, S., and Morgan-Samuel, H. (2012) Fundamentals of Nursing Concepts,

process and practice. 2nd edn. England: Pearsons Education Limited.

Nursing and Midwifery Council (2015) Read The Code Online: Professional standards of practice and behaviour for

nurses, midwives and nursing associated. All standards apply within your professional scope of practice. Available at:

https://www.nmc.org.uk/standards/code/read-the-code-online/ (Accessed on the 20th of February 2024).

Wilshiere, J. (2021) The Importance of Effective Communication Skills in Healthcare. Available at:
https://www.oneeducation.org.uk/communication-skills-in-healthcare/ (Accessed on the 20th of February 2024).





