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Developlng effective Communicat

Learning outcomes
After completing this unit you should:
1. Understand effective communication and interpersonal interaction in health and social care

2. Understand factors that influence communication and interpersonal interaction in health and
social care environments

3. Understand ways to overcome batrriers in a health and social care environment

4. Be able to communicate and interact effectively in a health or care environment.



Why do we communicate:

u To make relationships

u To maintain those relationships

u To develop and maintain our self concept
u To pass information
u To meet our needs

u To work effectively

u For our happiness




Effective communication

u Effective communication in care settings helps both care workers and people
who use care services to form good relationships and to work well together.

People communicate most effectively when they:
u feel relaxed
u are able to empathise with the other person

u experience warmth and genuineness in the relationship.

u Effective communication also requires the care worker to develop and use a range
of skills, abilities and communication techniques




Effective communication
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The benefits of effective communication

Figure 1.7 Benefits of effective communication

For care workers For people who use services

1. Effective communication helps carers to give and receive | 1. Effective communication enables a person to feel secure and
information that is relevant to an individual’s care and respected as an individual at a time when they may be
wellbeing. physically and emotionally vulnerable.

2. Effective communication enables care practitioners to 2. Co-operation, involvement and partnership in a care
express trust, acceptance, understanding and support. relationship requires open and supportive communication.

3. Effective communication allows a care practitioner to 3. Effective communication empowers individuals by allowing
identify and meet the individual needs of each person. them to express their needs, worries and wishes.

4. Effective communication enables a care practitioner to 4. People who use services need to maintain their sense of
identify and support an individual's abilities and reduces identity while receiving care. This can only be achieved if
dependency. they have opportunities to express themselves and to be

understood by their carers.




Contexts of communication
One-to-one communication

u  When you start a conversation with someone you it
dondét know well, you shoup. e
right kind of feeling. i ¥

u Itis important to create a positive emotional
atmosphere before you go on to discuss complicated
Issues or give people information.

u The other person needs to feel relaxed and happy to
talk to you.

u  Very often people will start with a greeting such as
0Good morninga.

u You can help other people to relax by showing that
you are friendly and relaxed.




One to One conversation continued

u Once you have created a good feeling, you can move on &'} ,: . X~
to the business dthe things you want to talk about. A AR A

u  When it is time to finish the conversation, you want to ,-ﬁ £,

leave the other person with the right kind of emotions

u SO you might say something__
that you value them. b

u Formal conversations often follow a three -stage model,
with an emotional owar mup
Obusinessdo or Oexchange
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Group conversation

u Taking part in a group discussion involves the same issues 1 ok
as one-to-one communication as well as some additional issues. IU 5 f\

How does it feel to be in th ?
u How does it feel to be in the group T

u  Group discussion only works well if people want to be involved.

u Sometimes people feel threatened if they have to speak within a
formal group of people, or they might stay quiet because they are worried
about other peoplebs reactions.

u Itis important that the group has the right emotional atmosphere.

u People in groups often use humour or other friendly ways of behaving to create the right group
feeling, which encourages people to talk.

u Creating the right group atmosphere I nvol ve
communication is often called group maintenance.




Group Leaders

u Some groups, such as team meetings or classroom discussions, have a leader or
chairperson.

u Having a leader is very useful because the leader can encourage people to express
their ideas and help them to take turns when talking.

u Group leaders often encourage people to focus on a particular task within a group.




Formal group conversations

u Have you prepared what you are going to say?

u  When talking in a formal group you will need to think through your points
before sharing them with the whole group.

u Because of this extra preparation, talking to a group can feel very different
from talking in a one to one situation.
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Group communication
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Are you good at taking turns? o - \%} “"l :

- S

Group communication fails if everybody speaks at the same time.
It is harder to work out who should be speaking in a group discussion

than in a one-to-one conversation.

u

u

The skill of taking turns involves identifying the following pattern.

When a person is about to finish speaking they usually signal this by lowering their
voice tone, slowing their pace of talking and looking around at other people in the

group.

The next person to talk knows that it is their turn by watching the eyes of other
group members.

If people fail to notice these patterns then too many people may try to speak at
the same time.

If everybody is talking then nobody is listening!




Group communication

u Can everybody see each other clearly?
u If people sit in a circle then everyone can see

everyone el seds face.

u This is very important because positive group feeling and
successful turn-taking often depend on people being able to
understand the messages 1 n other

u If people sit behind each other or in rows, then some of the
group cannot see othersdé6 faces.

u Bad seating or standing positions can make group
communication harder.




Informal communication

u We often use informal communication when we know
people well dfor example, with friends and family.

u Some friends or family members may use terms that
other people would not understand.

u Local groups from particular places might also have

their own ways of speaking.

u For example, some people I n southern Engl an
mate. Hgom®380 iltf you belong to this group, VyGC
warm, friendly greeting.

u But different groups of people use different informal language so it can
sometimes be hard to understand the informal communication of people from
different social groups.




Formal communication

u  Formal communication

u Health and social care work often involves formal communication.

u For example, if you went to a local authority social services reception desk
you might expect to be greeted with the

How can | help you?o
u This formal communication is understood by a wide range of people.
u Formal communication also shows respect for others.

u The degree of formality or i nformality I




Formal communication

| magine going to the reception desk and
Some people might actually prefer such an informal greeting.

u It might put them at ease, making them feel that the other person is like them. But in many
situations, such informal language could make people feel that they are not being respected.

u Being 6after somethingd could be a Oput doy
scroungetr.
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u Soitis often risky to use informal language unless you

are sure that other people expect you to do so.

u If you are treated informally, you may interpret this as not
being treated seriously, or

u So is there a correct way to speak to people when you first
introduce yourself?

u After all, if you are too formal you may come across as '
pretentious or O0Oposho.

u  Usually care workers will adjust the way they speak in order to communicate respect for different
Ospeech communitieso.
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Communication between colleagues

u Family and friends know you well and will usually understand you, even if you communicate
poorly or very informally. Communicating with people at work is different because:

u Itis important that care workers communicate respect for each other.

u Colleagues who do not show respect for each other may fail to show respect to the people w
use care services.

uYou may often have to greet coll eagues by -
talkdod in order to show that you value t hem.

u You will need to demonstrate that you are a good listener and can remember details of
conversations with your colleagues.

u Colleagues have to develop trust in each other. It is important to demonstrate that you respect
the confidentiality of conversation with colleagues.

u Work settings may have their own social expectations about the correct way to communicate
thoughts and feelings. These may differ from social expectations when communicating with your
friends and family.

Although communication between colleagues may often be informal it is important that care
workers use skilled communication in order to develop respect and trust




Communication between professionals

u Communication between professional people and people
using services

u Professional people, such as doctors and nurses, often work
within their own specialised language community.

u Alanguage community is a community of people that has
developed its own special words, phrases, social
expectations and ways of interacting that set it apart from
other groups of people.

u Professionals are usually well aware of the need to translate
technical language into everyday language when they work
with people from other professions or people who use
services.

u Itis important that professionals check that they are not
being misunderstood




Communication with professionals

u  When people who use services communicate with professionals there is always a risk
of misunderstanding between people from different language communities.

u Itis important that people check that they are being understood correctly.

u Professional health and social care staff need to check their understanding of issues
with people who are communicating with them.




Multi Agency i

u  Multi-agency working

u Health and social care professionals often have to communicate with
colleagues who work for different organisations.

u For example, a home care organiser might have to communicate not only with
people who use services and care workers but also with community nurses,
GPs0O surgeries, hospital services, occupat
day care groups and many other organisations.

u Itis important not to assume that people from different agencies will
understand the same terminology.

u Formal communication may help to convey respect and avoid
misunderstandings when interacting with unfamiliar professionals in other
agencies.




Multi-professional working

u Professionals from different backgrounds often
have to

work together in order to assess and meet the needs
of people who use services.

u  Multi-professional working happens when many
different professionals work together.

u  Communication will often need to be formal and
carefully planned in order to avoid barriers to
understanding.




Degrees of formality




