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Unit 304 Effective communication in health and care
settings

UAN: R/507/3182

Level: 3

GLH: 60

What is this unit about?

The aim of this unit is to extend learners’ awareness of different forms of communication used in
health and care settings with children, young people and adults and to appreciate and value its
importance for successful service delivery.

Effective communication is crucial to all interpersonal interaction and is increasingly identified in
professional standards of health and care. The quality of interpersonal communication may affect the
outcomes of care provided and is known to make a difference to the experience and feelings of those
in receipt of care.

Learners will examine the communication processes in health and care settings, considering the
different types of communication which may occur and they will also examine ways to overcome
communication difficulties.

Learners need to understand that different people and cultures will have distinct beliefs and customs
involved with their communication that should be understood and respected. Learners should also
have the knowledge and understanding to communicate confidently and effectively, underpinned by
an awareness of professional values and behaviours in care practice.

Successful practice will depend upon learners building on and developing their interpersonal skills and
an ability to develop effective working relationships with significant others. In care practice,
interpersonal and communication skills often rank among the most vital for work related success.

Communication is part of everyday life and the majority of our communication messages are non-
verbal. Sometimes messages are sent unintentionally through body language, gestures and facial
expressions. People read signals and make decisions based on this communication.

Learners should consider the following questions as a starting point to this unit

e How many times do people communicate in a day and how many forms of communication do
they use?

e How can interpersonal messages of others be interpreted correctly?

e  What knowledge is required to understand interpersonal relationships?

e How does the awareness of the needs of others inform effective interpersonal communication?

Learning outcomes

In this unit, learners will:

1. understand interpersonal communication and interaction

2. understand factors that influence interpersonal communication and interaction
3. apply communication skills and strategies to interpersonal care in work practice.
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Scope of content

Learners will explore theories of interpersonal communication and interaction and become familiar
with the skills and knowledge which supports this successfully. They will study a range of factors
which influence communication in health and care delivery and identify specific communication
needs which some individuals have and ways in which they may be supported to overcome
difficulties.

Learners will consider how interpersonal skills contribute to good quality care practice and person
centred support. Knowledge of external factors which impact on communication and service delivery
should be current and relevant. Learners should be encouraged to negotiate opportunities to practise
and demonstrate their use of communication skills for work practice in placement, maintaining
confidentiality or in a simulated learning environment.

Learning outcome 1: Understand interpersonal communication and interaction

e Topic1.1: Written communication

e Topic1.2: Theories relating to interpersonal communication

e Topic 1.3: Non-verbal and verbal interpersonal communication components

e Topic 1.4: Misinterpreting communication

e Topic1.5: Technologies supporting communication

Topic1.1:

Learners will describe factors for consideration with written communication within health and care
practice:

e legislation —current data protection requirements

e recording and reporting processes and procedures

e systems and developing technologies — eg. social media, email, texting

e types of written communication — eg. charts, menus.

Topic1.2:

Learners will explain how different theories have contributed to current understanding of

interpersonal communication with consideration of:

e  psychoanalytical — personal experience of communication eg. Sigmund Freud,

e humanistic - person centred approach, self-concept, congruence, self-actualisation eg. Carl
Rogers. Gerard Egan, Abraham Maslow

e  behaviourist — environmental influences and response to stimuli eg. lvan Pavlov, B.F Skinner,
R.M Gagné

e cognitive — development of thought and mental processes eg. Leon Festinger, Jean Piaget,
Lev Vygotsky.

Topic1.3:

Learners will explain how and why non-verbal and verbal communication impacts on effective
interpersonal interaction with others:

e non-verbal - for example:

Body movements, gestures, touch

Posture [ positioning

Facial expressions and eye contact

Specialist methods of communication eg. Braille, Makaton

Digital and written communication.

e  verbal - for example:

O 0O O0OO0OOo

0 Speech

0 Dialect, accent
0 Jargon

0 Paraphrasing
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0 Paralinguistics, pitch tone and volume.

Topic 1.4:

Learners will explain with examples how verbal and non-verbal communication may be
misinterpreted, for example:

e through culturally specific behaviours

e asaresult of age and ageing

e different language and developing vocabularies eg. the use of slang

e use of inflections eg. tone, pitch, pace

e  asaresult of cognitive impairment eg. autistic spectrum disorders, depression, stroke

e the use of terminology and acronyms which are not understood by those in receipt of care.

Topic 1.5:

Learners will describe factors for consideration with communication and the use of emerging
technologies in providing health and care support, for example:

e online diagnosis and treatments by health and care professionals

e online face-to-face communications

e challenges of using of technologies in remote and rural locations

e resource restraints, cost effectiveness, speed of service, accessibility and choice.

Learning outcome 2: Understand factors that influence interpersonal
communication and interaction

e Topic 2.1: Positive and negative factors influencing communication

e Topic 2.2: External influences on effective communication

e Topic 2.3: Dealing with potential barriers to communication

Topic 2.1:
Learners will explain factors which influence interpersonal communication including:
e trustand mistrust
e prejudicial and stereotypical attitudes and false assumptions
e values and beliefs eg. institutional
e language differences
e cultural differences
e physical environment eg. appropriateness of location for communication
e self-concept/self-esteem eg. low self-esteem may affect interpretation of messages
e elements of power and/or empowerment in health and care delivery
e modelling appropriate behaviour
o effects of illness on communication eg. people with dementia, people with systematic drug
or alcohol misuse, people in pain
e level of understanding eg. communicating with a child vs. adult.

Learners will consider these from the viewpoint of being both aware and unaware of the factors in
any interpersonal interaction.

Topic 2.2:
Learners will explain external factors which have an impact on interpersonal communication and
interaction. Learners will describe how such factors are linked to professional standards and
expected working practices:
e legislation —eg. The Freedom of Information Act (2000), The Data Protection Act (2004),
Caldicott principles (1997/2002)
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e Code of Conduct for Health Care Support Workers/Adult Social Care Workers in England
(2013)

e systems and procedures — eg. workplace communication policy and guidance

e structures — eg. hierarchy of communication

e storage and sharing of information — eg. workplace policy and practice.

Topic 2.3:
Learners will describe potential barriers to effective communication including:
e attitude and behaviours
e emotions
e stereotyping
e notenough time
e limited technology and skills to utilise it effectively
e language
e culture
e physical and cognitive impairment eg. states of consciousness.

Learners will explain strategies for overcoming barriers and meeting communication needs for
example:

e using Braille to support reading and writing

e communicating through signing

e picture/story cards/symbols

e reference objects.

Learners will explore ways in which individuals may be supported to communicate their needs and
wishes through the intervention of a third party:

e independent advocate

e personal assistant/direct carer

e interpreter/translator

e partner and/or family.

Learners will identify different types of current specialist support, equipment and technologies
which may assist individuals with specific communication needs. This could include:

e Audio Frequency Induction Loops (AFILs)

e glasses

e hearing aids

e textto speech software

e assistive listening devices

e animals eg. guide/hearing dogs.

Learning outcome 3: Apply communication skills and strategies to interpersonal
care in work practice

e Topic3.1: Interpersonal communication and person centered care

e Topic 3.2: Demonstrating good work practice

Topic 3.1:

Learners will explain how the following contributes to effective interpersonal communication when

working with those in receipt of care:

e choice, control and respecting individual needs

e  setting goals/planning

o effective professional relationships/partnerships with others
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e negotiation

e active listening

e information gathering eg. effective questioning techniques

e  maintaining up-to-date knowledge and skills in respect of care practices
e importance of recording and reporting accurate and legible information.

Topic 3.2:

Learners should demonstrate the use of relevant interpersonal communication in a health or care
setting. Learners should be encouraged to reflect on all aspects of their learning this could include:
e application of communication theory to practice

e theimpact of verbal and non-verbal communication and what constitutes effective practice

e personal factors influencing interactions with others

e knowledge factors influencing interactions with others

e external factors influencing interactions with others

e specific communication needs and how they are met

e demonstration of effective communication and its contribution to person centered support.

Topic 3.2 links to the learner’s reflective workbook completed during their first work placement
activity.

Guidance for delivery

This unit is closely linked to 302 ‘Personal and professional development in health and care’ and 319
‘Psychology and human behaviours’. Learners should be encouraged to identify and apply
knowledge to their own experience and practice throughout the unit delivery. It may also be useful
for learners to share their experiences of practice throughout the delivery of the unit to widen their
understanding of the use and importance of interpersonal communication. Learners should gain
experience in appropriate health and care settings but where this is not possible case study, video or
role play activities could be used.

Knowledge and skills gained throughout this unit are linked to current professional standards in
health and care.

In support of this unit tutors are encouraged to incorporate the use of employers and/or other
health/care professionals as external speakers to build on the students learning and development.

Suggested learning resources

Books

Interpersonal Communication: Relating to Others 7™ Edition Beebe, A. Beebe, J. & Redmond, M.
Published by Pearson 2013

ISBN 13 978 0 205 86273 3

Human Communication Disorders 8th Edition Anderson, N. & Shames, G.
Published by Pearson 2014
ISBN 13 978 1 282 04208 4

The Interpersonal Communication Book 13" Edition DeVito J.
Published by Pearson 2012
ISBN 13 978 0 205 25198 8

Communication Skills in Health and Social Care 2™ Edition Moss, B.
Published by Sage 2012
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ISBN 13 978 1 446 20819 9

A Practical guide to Delivering Personalisation: Person-Centred Practice for Health and Social Care
Sanderson, H. & Lewis, J.

Published by Jessica Kingsley 2012

ISBN 13978 1 849 05194 1

Sanderson, H. & Lewis, J.

The City and Guilds Pocket Guide to Personalisation and Person Centred Care in Health and Social
Care McClean, S.

1% Edition

Published by City & Guilds 2011

ISBN 13 978 0 851932293

Interpersonal Communication & Human Relationships 7" Edition Knapp, N.L. (Author), Vangelisti A.
L. (Author), Caughlin. J.P. (Author)

Published by Pearson 2012

ISBN-13: 979-0205006082

The Skilled Helper 10™ edition Egan, G.
Published by Brooks/Cole; 2013
ISBN-13: 978-1285065786

Level 3 Diploma in Health and Social Care Textbook S. Maclean
Published by City Guilds 2013
ISBN-13: 978-0851932750

The City & Guilds Pocket Guide to: Power and Empowerment in Health and Social Care
S. Maclean

Published by City & Guilds; 1st edition (2012)

ISBN-13: 978-0851932309

The Care Certificate (England) 2015
http://www.skillsforcare.org.uk/Standards/Care-Certificate/Care-Certificate.aspx

Journals and magazines
e http://www.communitycare.co.uk/ Community Care Journal

Websites

e http://www.bda.org.uk — British Deaf Association

e http://www.british-sign.co.uk/bsl-british-sign-language/ — British Sign language
e www.hpc-uk.org — Health and Care Professions Council

e http://www.hsj.co.uk/— Health Service Journal

e http://www.rnib.org.uk/ - Royal National Institute for the Blind

e http://www.sense.org.uk/ — Charity for Deaf blind People

o http://www.skillsforcare.org.uk/ — Skills for Care

e http://www.scie.org.uk/ - Social Care Institute for Excellence

Equipment
http://www.vinesimspecs.com/ - Visual impairment spectacles for experiential learning
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