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[bookmark: _Toc430961166][bookmark: _Toc415143422]Unit of Competency
Application
This unit describes the skills and knowledge required to communicate effectively with clients, colleagues, management and other industry providers. 

This unit applies to a range of health and community service contexts where workers may communicate face-to-face, in writing or using digital media and work with limited responsibility under direct or indirect supervision.

The skills in this unit must be applied in accordance with Commonwealth and State/Territory legislation, Australian/New Zealand standards and industry codes of practice.
Unit Mapping Information
No equivalent unit.

[bookmark: _Toc329018037]

[bookmark: _Toc430961167][bookmark: _Toc329018038]Performance Criteria
	Element
Elements describe the essential outcomes.
	Performance Criteria
Performance criteria describe the performance needed to demonstrate achievement of the element.


	1. Communicate effectively with people
	1.1 Use verbal and non-verbal communication to enhance understanding and demonstrate respect
1.2 Communicate service information in a manner that is clear and easily understood
1.3 Confirm the person’s understanding 
1.4 Listen to requests, clarify meaning and respond appropriately
1.5 Exchange information clearly in a timely manner and within confidentiality procedures


	2. Collaborate with colleagues
	2.1 Listen to, clarify and agree timeframes for carrying out workplace instructions 
2.2 Identify lines of communication between organisation and other services
2.3 Use industry terminology correctly in verbal, written and digital communications 
2.4 Follow communication protocols that apply to interactions with different people and lines of authority


	3. Address constraints to communication
	3.1 Identify early signs of potentially complicated or difficult situations and report according to organisation procedures 
3.2 Identify actual constraints to effective communication and resolve using appropriate communication strategies and techniques
3.3 Use communication skills to avoid, defuse and resolve conflict situations


	4. Report problems to supervisor
	4.1 Comply with legal and ethical responsibilities and discuss difficulties with supervisor
4.2 Refer any breach or non adherence to standard procedures or adverse event to appropriate people
4.3 Refer issues impacting on achievement of employee, employer and/or client rights and responsibilities
4.4 Refer unresolved conflict situations to supervisor


	5. Complete workplace correspondence and documentation
	5.1 Complete documentation according to legal requirement and organisation procedures 
5.2 Read workplace documents relating to role and clarify understanding with supervisor
5.3 Complete written and electronic workplace documents to organisation standards 
5.4 Follow organisation communication policies and procedures for using digital media
5.5 Use clear, accurate and objective language when documenting events


	6. Contribute to continuous improvement
	6.1 Contribute to identifying and voicing improvements in work practices 
6.2 Promote and model changes to improved work practices and procedures in accordance with organisation requirements
6.3 Seek feedback and advice from appropriate people on areas for skill and knowledge development 
6.4 Consult with manager regarding options for accessing skill development opportunities and initiate action





[bookmark: _Toc430961168][bookmark: _Toc329018039][bookmark: _Toc415143424]Foundation Skills
The Foundation Skills describe those required skills (language, literacy, numeracy and employment skills) that are essential to performance.
[bookmark: _Toc329018040]
Foundation skills essential to performance are explicit in the performance criteria of this unit of competency.

[bookmark: _Toc430961169][bookmark: _Toc285113079][bookmark: _Toc326743761][bookmark: _Toc328654777][bookmark: _Toc330386596][bookmark: _Toc415143425]Assessment Requirements
Performance Evidence

The candidate must show evidence of the ability to complete tasks outlined in elements and performance criteria of this unit, manage tasks and manage contingencies in the context of the job role. There must be evidence that the candidate has:

· Demonstrated effective communication skills in 3 different work situations
· Clarified workplace instructions and negotiated timeframes with 2 colleagues
· Responded appropriately to 3 different situations where communication constraints were present
· Completed 2 written or electronic workplace documents to organisation standards

Knowledge Evidence

The candidate must be able to demonstrate essential knowledge required to effectively complete tasks outlined in elements and performance criteria of this unit, manage tasks and manage contingencies in the context of the work role. This includes knowledge of:

· Legal and ethical considerations in relation to communication:
· privacy, confidentiality and disclosure
· discrimination
· duty of care
· mandatory reporting
· translation
· informed consent
· work role boundaries – responsibilities and limitations
· child protection across all health and community services contexts, including duty of care when child is not the client, indicators of risk and adult disclosure
· Sources of information and the application of legal and ethical aspects of health and community services work 
· Ethical decision making and conflicts of interest
· Principles of effective communication, including models, modes and types
· Communication techniques:
· open ended questions, affirmations, reflections and summaries 
· difference between motivational interviewing and coercive approach
· difference between collaboration and confrontation
· Influences on communication:
· language
· culture
· religion
· emotional state
· disability
· health
· age
· Potential constraints to effective communication in health and community service contexts
· Health and community services industry terminology relating to role and service provision
· Importance of grammar, speed and pronunciation for verbal communication
· When and how to use and recognise non-verbal communication
· Structure, function and interrelationships between different parts of the health and community service system


· Organisation structure and different models to support optimum client service:
· principles underpinning person-centred service delivery 
· principles of rights-based service delivery
· different roles and responsibilities of team
· characteristics of multi-disciplinary teams and how they are used
· relationships between different members of the health and community services workforces
· role of support services
· links and interrelationships with other services
· funding environment 
· Digital media and use in community services and health sector, including:
· web
· email
· social media
· podcast and videos
· tablets and applications
· newsletters and broadcasts
· intranet

Assessment Conditions

Skills must have been demonstrated in the workplace or in a simulated environment that reflects workplace conditions. Where simulation is used, it must reflect real working conditions by modelling industry operating conditions and contingencies, as well as, using suitable facilities, equipment and resources.

Assessors must satisfy the Standards for Registered Training Organisations (RTOs) 2015/AQTF mandatory competency requirements for assessors.

Links

Companion volumes from the CS&HISC website - http://www.cshisc.com.au 

[bookmark: _Toc430961170]Housekeeping Items
Your trainer will inform you of the following:
Where the toilets and fire exits are located, what the emergency procedures are and where the breakout and refreshment areas are.
Any rules, for example asking that all mobile phones are set to silent and of any security issues they need to be aware of. 
What times the breaks will be held and what the smoking policy is.
That this is an interactive course and you should ask questions.
That to get the most out of this workshop, we must all work together, listen to each other, explore new ideas, and make mistakes. After all, that’s how we learn.
Ground rules for participation:
Smile
Support and encourage other participants
When someone is contributing everyone else is quiet
Be patient with others who may not be grasping the ideas
Be on time
Focus discussion on the topic
Speak to the trainer if you have any concerns
[bookmark: _Toc326743762][bookmark: _Toc328654778][bookmark: _Toc330386597][bookmark: _Toc430961171]Objectives
Discover how to communicate effectively with people
Know how to collaborate with colleagues
Learn how to address constraints to communication
Understand how to report problems to supervisor
Ascertain how to complete workplace correspondence and documentation
Identify how to contribute to continuous improvement
Gain skills and knowledge required for this unit 


[bookmark: _Toc430961172]1. Communicate effectively with people
1.1. 	Use verbal and non-verbal communication to enhance understanding and demonstrate respect
1.2. 	Communicate service information in a manner that is clear and easily understood
1.3.	Confirm the person’s understanding
1.4.	Listen to requests, clarify meaning and respond appropriately
1.5.	Exchange information clearly in a timely manner and within confidentiality procedures
[image: ]

[bookmark: _Toc430961173]1.1 – Use verbal and non-verbal communication to enhance understanding and demonstrate respect
[bookmark: _Toc408252021][bookmark: _Toc430961174]Your communication skills
You will need to have a good understanding of the various ways that people communicate in order to work effectively in health and community work. Not only will you need to have very clear communication skills with colleagues and managers regarding work requirements, you will also need to have a developed sense and ability to adapt your communication skills for the different clients, patients and individuals you will meet on a regular basis.
This will require development and review and revision of your personal communication skills in line with your organisation's standards.
[bookmark: _Toc430961175]Establish rapport
Establishing rapport is usually the initial phase of any communication, so can be largely established through body language and other non-verbal communication. Being friendly and approachable by smiling and welcoming new members of staff and/or patients/clients will help them to feel comfortable around you. Establishing rapport with staff and patients/clients is very important, as it will be the basis for any working relationship you have with them, so it is important that you are willing to listen and get to know the individual, so that a level of trust and respect are also established.
[bookmark: _Toc430961176]Verbal or non-verbal communication skills
[bookmark: _GoBack]Your communication strategies will vary depending on the situation, and you will need to consider the requirements and desired outcome before choosing the most appropriate strategy. Consider whether you need to use verbal or non-verbal communication, or both, as this will aid in an effective outcome.
Verbal communication includes:
[image: C:\Users\Sophie2\Desktop\ArtWork\MTada.jpg]Spoken words (face-to-face, via telephone or internet)
Formal or informal speech
Differences in tone, for example:
softly spoken
a loud authorative voice
low tone to show a commanding presence
Volume:
quiet or loud (this should be considered for the specific situation)
Speed:
fast (if too fast communications will be misheard)
slow (this will ensure that information can be heard and understood).
Non-verbal communication can include:
Body language, intended or non-intended, this can be used to portray qualities such as authority, seriousness and joy
[image: C:\Users\Sophie2\Desktop\ArtWork\stick_figure_listen_800_wht.png]Gestures/sign language to converse without words
Facial expressions can show feelings and can connect with individuals
Written words, such as a letter or email communication
Using images or graphics to aid understanding of information.
[bookmark: _Toc401582974][bookmark: _Toc408252022]For example, if you are communicating with a colleague your communication will most likely be a verbal communication of a less formal nature. This will therefore dictate that the tone is softer, the volume to be as sufficient for discourse and understanding, and at a medium speed to ensure information is passed and understood. 
If you are speaking with a patient, you will need to determine if the person can participate in verbal communications (e.g. can understand English, or does not have a hearing impediment). If so, it will depend upon the need for communication as to which tone, volume and speed you may use. If checking on their wellbeing, you may have an informal tone and be slightly louder as the communication will be more conversational. If the person is not able to communicate verbally, you may need to use gestures or sign language; you may even need to use the sense of touch (such as passing a glass of water, or when using sensory equipment with a patient or client).
However you need to communicate, always ensure that this is done with respect and is appropriate to the circumstances. Choose a strategy that advocate clear communication to the benefit of all persons.
You should also develop good listening skills to make your communication a two-way process. By showing that you are listening you are showing a respect for the person’s thoughts and concerns.
Reflective listening 
This is where you seek to understand a contribution that has been made verbally, by restating back the contribution to confirm the understanding of this. It looks to reconstruct what the person is thinking and feeling as well as the overall understanding of the information. 
This is very similar to active listening but it goes the step further in attempting to understand the other person’s feelings as opposed to just the correct meaning.
[bookmark: _Toc401582975][bookmark: _Toc408252023][bookmark: _Toc430961177]Exchange information
When exchanging information, you should have open body language and use clear, accurate language. Staff and patients/clients need to know that they can trust the information you are providing them with and they also need to be clear and understand what they are being told. Exchanging information is best done face-to-face so that any misunderstandings can be dealt with and any questions can be asked but you may find that your organisation uses email, for example, as its established channel of communication, so ensure any written information is clear and concise. 
[bookmark: _Toc423416760][bookmark: _Toc430961178]Models of communication
Lasswell’s model of communication
Harold Lasswell (1902 – 1978) developed a model of communication to show the process in its simplest form as it applies to everyday interactions.
This follows as:
Who (the communication)
Says what (the message)
In which channel (the medium)
To whom (the receiver)
With what effect (the effect).
This linear model (similar to Aristotle’s communication model) is straightforward and includes the concept of effect but it does not go as far to include feedback within the communication or noise.
The Shannon and Weaver model of communication
A further model of communication was developed by Claude Shannon and Warren Weaver in the late 1940s. This model goes further than Lasswell’s model as it includes feedback and noise.
This model follows the following process:
Receiver
Sender
Encoder
Decoder
Channel
Noise
Feedback






The sender/originator of the information delivers the message
The encoder/transmitter is the means by which the message is sent via signals/sound waves/binary data
The channel is the method used for delivery
The decoder is where the signal/sound wave/binary data is converted back into the information 
The receiver is the intended destination of the sender
The receiver will then provide feedback to the sender in response to the information.
Note: noise is the element of distraction that may occur through the sending and receiving process, such as crowd noise or sound distortion.
[bookmark: _Toc430961179][image: ]Activity 1A


[bookmark: _Toc430961180]1.2 – Communicate service information in a manner that is clear and easily understood
[bookmark: _Toc430961181][bookmark: _Toc396740782][bookmark: _Toc396740774]Service information
The information that you need to communicate will be of importance and may have influence on the wellbeing of those under the care of your organisation, as such it is vital that information is not misinterpreted and it is communicated clearly to the recipient(s).
Service information may be a simple communication of appointment times or directing people through the service, or you may handle patient/client information that is confidential and vital to the care they may be receiving.
Information should be:
Written or spoken in words that accurately describe the situation/circumstance
Clear and concise in the use of language, grammar and spelling
Clarified with those involved – use and encourage active listening skills (where the other party/parties repeat back information to show they have understood this)
Provided in a manner whereby the individual(s) are able to understand, such as use of sign language, an interpreter or use of Braille communication.
[bookmark: _Toc430961182]Knowledge of values, beliefs and perspectives
[image: C:\Users\Sophie2\Desktop\ArtWork\brain think stick_figure_gears_turning_800_wht_4573.png]It will be beneficial to know of the values, beliefs and perspectives of all individuals you communicate with, as this will ensure effective and smooth communication between all involved. 
This may include:
Cultural sensitivity
Religious beliefs 
How they wish to be addressed
Potentially offensive subjects
Respecting values and beliefs.
Communication is key and you should ensure that you are aware of, and respect individual beliefs and values. You should never discuss any topics that you know could cause offence but if you have to due to workplace issues, you should do so in the most sensitive manner possible. You should also never dismiss the views of another due to different values and beliefs, as you may find their perspective will be beneficial to the situation you require support and information for.


[bookmark: _Toc430961183]Improve your communications
As well as considering how you perform your communications the following can help you to improve your effectiveness and aid understanding.
These include:
Listening skills, such as active and reflective listening
Being mindful of other people’s emotions
Showing empathy for others’ situations
Use encouragement to help the speaker to relay their communication/message.
[image: C:\Users\Sophie2\Desktop\ArtWork\stick_figure_meditation_800_wht.png]Using affirmations
If you want to improve your communication skills, as well as attending courses and workshops to develop your skills, you can also try using positive affirmations to help change your mindset and approach to how you communicate. This is specifically useful if you are aware of the areas that you may want to develop.
Affirmations are short phrases spoken in the present tense and are chosen for their positive outlook. They can be anything that accurately describes the skills that you wish to display.
Positive affirmations can include:
I am an excellent communicator
I am assertive and able to influence people
I can remain calm when speaking with others. 
They act as positive reinforcement of a specific area/skill/habit that a person would like to have. It is a simple technique and uses the laws of attraction – if you believe you are not good at communicating, you won’t be, but if you repeat that you are good at this, then your mind takes on the positive reinforcement and you automatically take on the positive characteristics of the attribute you want. 
[bookmark: _Toc430961184]The need for networking
In your day-to-day work there may be instances where information is needed to enhance the service that you provide. One way of opening up regular communication channels is through business networking. Networking allows you to exchange information, to gather the most current information available and also allows you to consult with other professionals who are in the same or a related field of work. In order to do this, you may find that there are a number of principles you must adhere to, to ensure you contribute appropriately in networking.


These may vary between organisations and industries but generally include the following;
Networking can happen anywhere, don’t wait for a reason to network, you may find that you are networking without even realising it, when working with other workers or outside organisations.
Treat everyone you network with equally, don’t treat the manager of a large organisation any different from how you treat a co-worker or vice versa. Treat everyone with respect and do not abuse the opportunities you are given through networking.
Networking is the same as building a working relationship, it will take time, trust and effort. You may find that people network with you because you can help them and don’t reject this opportunity as you may find you need their help in return one day.
Show respect and an interest in the people you are networking with.
Learn to listen as well as talk, do not dominate the conversation with your needs. 
Show what you have to offer before you expect something in return.
[image: C:\Users\Sophie2\Desktop\ArtWork\stick_figures_holding_net_800_wht_8545.png]


[bookmark: _Toc430961185][image: ]Activity 1B


[bookmark: _Toc430961186]1.3 – Confirm the person’s understanding
[bookmark: _Toc430961187]Check that understanding has been made
Always check that the persons involved in the communication understand what is being said to them. Ensure that you allow for any disturbances or background noise and take time to explain/relay your information clearly. If the person does not speak English very well, use simple, clear sentence structures, write important information down clearly for them, or seek the help of an interpreter. Equally, be aware of any persons who have difficulty in hearing or in communicating and seek further assistance as may be needed.
If information is of a sensitive nature, allow time for the other person to absorb what is being communicated. You should be aware of how another person may feel in response to the information they are receiving. Assess the situation and approach and confirm their understanding accordingly.
[image: C:\Users\Sophie2\Desktop\ArtWork\talk_discuss_coffee_sit.png]You can:
Ask if the information has been understood
Check if further information is required
Repeat key points/information
Encourage a discussion to confirm that understanding has been made
Provide supporting written information. 
[bookmark: _Toc430961188]Open-ended questions
An open-ended question is essentially an unstructured question that allows the recipient to answer in their own way and with their own words. They should lead others to think analytically and to reflect. For example, ‘How have you been feeling since using the treatment/medicine?’ This will require a longer answer which is specific to the individual. This can help you determine how fully another person has understood the communication.
Note: a closed question can be answered with a ‘yes’, ‘no’ or other single word, (or short phrase). They are designed to gather facts and assess a situation quickly. For example, ‘Have you visited the client?’ the answer will be either ‘yes’ or ‘no’.
[bookmark: _Toc430961189]Summaries
In your communications, the use of a summary can greatly assist in relaying important information and facts to required individuals (in a short space of time). It can also help you relay concise information to help another person to understand what is important. You can also ask the person to summarise back the information that you have just spoken. A summary should contain the essential points that are required for an understanding to be made. This can be helpful when actions need to be taken quickly, or to consolidate information that has been given to you. You can summarise verbally or in writing, it will depend upon the situation as to which way will be best. Writing down information in a summary is essential for health and care requirements such as treatment and medical needs.
[bookmark: _Toc430961190][image: ]Activity 1C


[bookmark: _Toc430961191]1.4 – Listen to requests, clarify meaning and respond appropriately
[bookmark: _Toc430961192]Listening to others
When you are engaged in communications you should ensure that any requests made to you are listened to and receive your acknowledgement in response. Acting upon the request, will depend upon the nature and feasibility of this.
Reflection skills/reflective listening
As briefly mentioned in section 1.1, reflecting in communication is the ability to literally reflect back what you have heard spoken to you by the speaker. It can also include reflecting back the feelings or emotions to clarify additional meaning and understanding.
[image: C:\Users\Sophie2\Desktop\ArtWork\looking_in_mirror_800_wht.png]Reflecting can be performed through:
Mirroring – this is reflecting back in its simplest form. Repeat back the key phrase or words to show your listening skills and to clarify meaning.
Paraphrasing – using your own words to repeat back the meaning of what has been spoken to you. As well as showing your listening skills, it also shows that you have made an understanding and are clarifying this through your own words with the speaker. This can also help the speaker to confirm that they have correctly relayed their message to you.
Use this to reflect back the words of the speaker to ensure you have heard information correctly, have interpreted the intended feelings and have made the correct understanding. 
[bookmark: _Toc430961193]Interacting with others
In your interactions with others, be aware that you may need to resolve situations or agree on courses of action in your working day. Look to finding suitable ways to meet the needs of your work and those that are in your service.
[bookmark: _Toc430961194]Motivational interviewing and a coercive approach
Motivational interviewing was developed by William R Miller Ph.D in 1983 as a technique in behavioural therapy to help people to change their behaviour to improve their wellbeing. In 1991, Stephen Rollnick Ph.D assisted Miller in progressing this further into a detailed clinical procedure. Although not clearly defined, this technique can be described as the technique of facilitating motivation to improve and raise a person’s mood/behaviour. This technique also can be used to help a patient/client explore and resolve issues or negative feelings.
This can be helpful for treating patients/clients, for example:
Addictions, such as alcohol
Depression
Obsessive, compulsive behaviour.
This touches on recognising and encouraging the motivation to change from the patient/client and emphasises that the change needs to come from the patient/client. It works on partnership to resolve difficulties.
A coercive approach is where a person is influenced or forced into taking a direction or making a decision. The person is not able, or not allowed, to come to a decision in their own time or way. This is not a recommended way for anyone to make a decision however in a medical or health emergency, a person may need to be guided into making a decision for the benefit of another.
Motivational interviewing is working with someone to help them come to their own decisions, coercion is influencing another in making a decision.
[bookmark: _Toc430961195]The difference between collaboration and confrontation
Collaboration is the coming together of two or more persons to work together for the mutual benefit of all involved. There is emphasis on cooperation and combining strengths and qualities to produce the end result.
Confrontation is where two or more persons who come together in a work or other situation, clash and disagree over a subject. This circumstance is a negative aspect to working together and does not produce mutual agreement. The parties involved are not able to work together or find compromises in choosing a solution.
[bookmark: _Toc430961196]Respond appropriately and professionally
In your work you should always be professional and appropriate to the needs of the situation. Feelings, such as frustration or upset, may be felt in different work situations that you encounter. These will reflect a certain moment and can help to indicate that communications may need to be clarified or explained further. Ensure that you determine what you require to carry out your work tasks and to dissipate uncertainties.
[image: C:\Users\Sophie2\Desktop\ArtWork\stick_figures_angry_toward_other_800_wht_4442.png]
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[bookmark: _Toc430961198]1.5 – Exchange information clearly in a timely manner and within confidentiality procedures
[bookmark: _Toc396740778][bookmark: _Toc430961199][image: ]Potential sources of information
Information can come from a variety of sources and may be passed to you in very different ways. When communicating with colleagues, staff or other professionals, information will be specific to the health and care needs carried out within your job role. Information from patients/clients and family members may be given less formally and will need more careful understanding.
You may need to seek out particular information or support or you may be aware of a particular network your organisation has access to, in which case you will need to identify the information and support they can offer your organisation and/or your client.
[bookmark: _Toc430961200]Participate in information exchange
[bookmark: _Toc396740779]Once information has been given, or obtained, make sure you pass this to the correct person(s) as required by your organisational procedures. This should be assessed and correctly identified for the intended recipient and passed to them in a time-efficient manner. Always assess the security and confidential nature of the information and use the correct channels for relaying the information.
Optimise client service delivery
Once you identify the information and support provided by network(s), you can use this to optimise the client service delivery that your organisation provides. You will need to work out appropriate ways for the people within the network(s) and the workers within your organisation to work together effectively to improve and sustain a high standard of client services. Essentially colleagues, service providers and other relevant parties need to work together to make client service delivery the best it can possibly be.
[bookmark: _Toc415168438][bookmark: _Toc430961201][bookmark: _Toc382845601][bookmark: _Toc396740785]Confidentiality of communication
Communicating records may be required from time to time, either in a written format or verbally. This may involve discussing conditions or test results with the families of clients or their doctors. There are specifications in place for whom information can be shared with, which will depend upon the nature of the information, the reason for the request and to whom you are communicating it to. These should be followed at all times and are often specified by law; there are also other measures you should take, which will be explained below.
Verbal communication:
Be aware of who is present when communicating personal information
Use a private room to discuss information
Ensure that you won’t be disturbed or overheard
Explain to the recipient the sensitive nature of the information
Ensure that the recipient is cleared to receive the information
Only disclose the necessary information
Not using the real names of patients when discussing them in a public environment
Don't release confidential information to unauthorised personnel without client consent.
Written communication:
Documents should be given in a sealed envelope
Documents should be signed for 
Documents should be stored securely and not left around
Encrypt all electronic information
Keep all confidential written information stored in a secure location
Postal communication should be sent securely and marked ‘private and confidential’
Papers should be received by the correct person
[image: C:\Users\Sophie2\Desktop\ArtWork\spy_with_top_secret_envelope_c_800_wht.png]Papers should be distributed by authorised personnel.
Sensitive information may not always be about a client; company information may also be shared amongst staff. Similar restrictions apply when communicating this type of information, insofar as it should be discussed in private and paper documents controlled. Information about any organisation or business should be kept private, which includes the exclusion of customers and clients. 
Any sensitive information, whether it is about the organisation or a client, should always be treated appropriately; if in doubt, err on the side of caution – you can never be too careful!
[bookmark: _Toc430961202]Confidentiality 
Confidentiality is required by law in certain respects; the privacy of patient and client records is the most important aspect of confidentiality in the care industry. Failure to maintain privacy of customer records is punishable by law and organisations can be sued by the patient. This would mean not sharing certain information in your communications, such as networking. Information cannot be disclosed to those not directly involved in the patient’s/client's case. Measure should be implemented within your workplace and you will probably find that your organisation already has certain policies and procedures in place.
The only situation where this private information can be disclosed is when there is a serious threat or risk of injury to the client or others. Other than that, the patient/client may choose to disclose their information – but it is their choice only.
Clients will need to give permission (normally in writing) for their information to be released to others; if they are unable to do this through disability or death, advocates can grant permission. 
Client records
Clients also have a right to view their records – this information should be supplied only by authorised personnel in that field. If access is denied the client should be informed why and given details of when the decision can be reviewed. Any comments they make should be attached to their notes in an addendum.
There should be policies in place to deal with workers who breach confidentiality – these will depend on your specific industry. Breaching confidentiality can, however, give clients a right to open legal action against you and if the individual or organisation is found responsible, accreditation and awards could be removed from the culprit.
Staff must be versed in all confidentiality legislation, organisational policies and which information should be treated as confidential. They need to know the policies and procedures for every possible situation, so regular training is essential.
Confidentiality covers:
Physical privacy of patients in facilities, such as surgeries, hospitals and residential care homes
Controlling/not sharing records 
Monitoring access to records
Disclosure to third parties, such as employers, other patients, family members, insurance companies
[image: ]Use of audit trails to monitor who has accessed records and when 
Encrypting electronic records
Protection of Personally Controlled Electronic Health Records (PCEHR)
Not selling or communicating data to other companies.
These are examples; as a rule, any information relating to the patient/client, in terms of:
Medical records
Financial information
Personal details.
These should all be treated as sensitive information and be treated accordingly. 
Organisations usually have their own measures and control procedures in place regarding confidentiality, which will operate within the requirements of the law. 
Acceptable procedures may be in place regarding:
Access to records:
· who can access what
· how information may be accessed, such as by permission or a record kept
· permissions 
Destruction of records:
· records should be suitably destroyed in a prescribed manner
· correct procedure followed 
[image: ]Release of information:
· who information can be communicated to
· how information can be communicated 
Storage of records:
· electronic encryption
· password protection
· locked rooms, safes and secure filing systems
Verbal and written communication:
· protocol for written communication, such as sealed envelopes and to whom they are given
· procedure for verbal communication, such as a private room to discuss information. 
All matters relating to confidentiality are very important and should be taken seriously by all involved. All staff should be morally and ethically motivated to abide by patient/client confidentiality, not just because it is the law. 
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[bookmark: _Toc430961204]2. Collaborate with colleagues
2.1. 	Listen to, clarify and agree timeframes for carrying out workplace instructions
2.2.	Identify lines of communication between organisation and other services
2.3.	Use industry terminology correctly in verbal, written and digital communications
2.4.	Follow communication protocols that apply to interactions with different people and lines of authority
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[bookmark: _Toc430961205]2.1 – Listen to, clarify and agree timeframes for carrying out workplace instructions
[bookmark: _Toc408252030][bookmark: _Toc430961206]Apply workplace protocols and procedures in all workplace communication
When you are given work instructions to follow, you should listen carefully and take note of the specific information relayed to you. Your work may be varied, depending on the environment and the different needs of your patients or clients, and each situation will require a different set of instructions.
Clarify any parts that you need with the relevant persons/your supervisor and ensure that you understand what is required from you. 
[image: C:\Users\Tom\Desktop\ArtWork\Mquestnoshadow.jpg]Clarify the following points:
What tasks you need to complete
Deadlines for these tasks
Sequential order of these tasks 
Expected length of these tasks
Documentation requirements
Required equipment
Required safety precautions.
You must only take orders from management/designated personnel and you should regard their input as the authority. You should also determine and agree acceptable timeframes with them. Some tasks, such as administering medication or checking the wellbeing of the patient/client, will be of priority and should be carried out to the specific timeframes stipulated for fulfilling their health and care requirements.
Ask questions
Use questions to clarify information and show the speaker you have understood what they have said. This is also a method for finding out about any areas you truly don't understand.
Repeat back what you have heard to the speaker, so they can correct you if you've misheard.
Take notes
This may help you to remember information at a later date. They may only need to be triggers to help you remember the full scope of the information. This may be a better method for you than simply trying to memorise speech. 
Instructions
Whenever you are given instructions, you will need to ensure you understand certain aspects of them, such as those given in the bullet list above. 
If instructions are written ones, look for key information such as headings, deadlines, required equipment etc.
You may find written instructions in the following places:
On product labels
In instruction booklets for equipment
In procedure manuals
On notices.
Take messages
[image: C:\Users\Tom\Desktop\ArtWork\Mintangle.jpg]If you are in the situation where you are required to take a message for someone, ensure it is accurate. Don't allow yourself to be distracted while you are writing it down and clarify the message with the sender.
Ensure you take the following information:
Who the message is for
Who the message is from 
Contact details of the sender
The message content
The time and date of the message
Your details (if the receiver needs to contact you for clarification).
Communicating with clients
There will be times when you need to give clients information – these may be instructions or directions within the healthcare facility.
This sort of knowledge will need to be obtained through experience and is essential in your ability to service patients/clients efficiently.
If you ever don't know the answer to a client enquiry (e.g. you have just started in your department), you should refer them to someone with the appropriate knowledge, rather than just guess.
Keep a record of any regulations, forms, procedures and products that are relevant to your job role, so you have access to this information should you need to answer queries.
[bookmark: _Toc415168496][bookmark: _Toc430961207]Scope of practice
Your ‘scope of practice’ refers to the actions and procedures that you are permitted to undertake and usually refers to licensed individuals, such as nurses and paramedics. It generally refers to what you are licensed to do, though unlicensed workers also have restrictions placed on the actions they can do. 
By attributing professionals with a scope of practice, you are providing them with a framework of guidelines that state what they are and are not allowed to do. This gives the individual the confidence to know their limitations and also the knowledge to avoid overstepping any boundaries. These boundaries are particularly important in the care and medical professions, as they prevent individuals attempting to tackle jobs that they are not qualified to do, which can be dangerous for all parties involved and can also mean that the individual is not insured if something goes wrong, which can leave all parties at a disadvantage. 
Staff should be fully aware of their expectations and limitations and should apply this to all the work that they do; they should be ready and willing to step up to the mark and prepared to draw the line where their authority ends. If, for some reason, anyone is unsure, they should refer to their licensing and qualifications or ask a supervisor, as they will usually be informed of specific job roles and who is qualified to do what.
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[bookmark: _Toc430961209]2.2 – Identify lines of communication between organisation and other services
[bookmark: _Toc415168454][bookmark: _Toc430961210][bookmark: _Toc415168457][bookmark: _Toc396740769]Working with other sectors of the industry
The care industry consists of many different types of sector, some of which are unrelated to others and some of which work together to contribute to a particular purpose.
Some examples of different sectors may be:
Aged care
Alcohol and other drugs
Child protection
Children's services
[image: ]Community development
Community work
Disability services
Employment services 
Family and domestic violence
Funding/administrative
Home and community care
Housing
Mental health
Youth work and juvenile justice.
In terms of aged care, several of these could apply, such as:
Alcohol and drugs: to help service users manage these dependencies and enable them to receive treatment and help where desired or required.
Community development: development of community projects to benefit the elderly.
Community work: such as youth or charity groups maintaining gardens or doing basic decoration jobs for the elderly. 
Disability services: for any aspects of disability. 
Home and community care: support for those wishing to remain in their own homes. 
Housing: help with finding suitable housing for the elderly, such as ground-floor flats, adapted housing or retirement complexes. 
Mental health: for help managing any mental health issues users may have. 
(Whereas, child protective services and juvenile justice systems are not likely to be anything to do with aged care.)
[image: ]Providing aged care may entail securing use of these services where required and/or working alongside them to meet the needs of the client. 
Knowledge of other sectors can allow you to recommend and arrange services that could benefit a client, such as applying your knowledge of housing services to help a client who needs to move home. 
Clients often have access to a range of these services, which they will use for different purposes. For example, the housing services organisation may make arrangements with community groups to plant flowers in a retirement complex or gather volunteers to maintain gardens. A user may have a carer who visits him daily, but also a mental health advisor who works with him weekly or monthly. 
It can be useful and beneficial for staff to be aware of and understand how other services interact with your own, in order to see the complete picture and to do the very best for each client.
[bookmark: _Toc430961211]Roles of other organisations 
Knowledge and understanding of other aspects of care industry sectors can enable you to put together a service package for the client and to ensure that they receive all the help that they need and want. 
Other organisations offering services can provide great additional services or required services to clients; if you are aware of these and understand what they provide and how they operate, then you can use this to your advantage to arrange things for your clients. 
Additional services may include:
Volunteer gardening services
Coffee and cake mornings
House cleaning services
Charities that provide services for the elderly
Organisations who arrange and provide days out for clients
Entertainment, such as bingo
Shopping services
Meals-on-wheels services.
There are many organisations and charities who operate to provide services; using them can provide a benefit for the service users, who will have their experiences enhanced and the companies, who will be able to grow and provide a better service.
[bookmark: _Toc408252120][bookmark: _Toc430961212]Organisations in the health care system in Australia 
The Australian health care system is a mix of public and private sector health services. There are also a variety of funding sources and regulations that govern how services should be carried out.
[image: C:\Users\Tom\Desktop\ArtWork\Fotolia_3383857_S.jpg]Service providers include:
Public hospitals
Private hospitals
Health professionals 
Private practitioners
Clinics
Government agencies
Non-government agencies.
The funding is provided by the Federal Government, State, Territory and Local governments, health insurers and individual investors. This money comes from tax and, Medicare Levy and private financing/insurance (for private health care). Around 70 per cent of health care is funded by the government.
There are three national subsidy strategies:
Medicare
Pharmaceutical Benefits Scheme (PBS)
Private Health Insurance rebate. 
[bookmark: _Toc430961213]Networking needs
Your networking needs will depend on your position and the organisation you work for. Networking is undertaken by most organisations at some point and will often be to gain and share information and make contacts with groups etc., who can help with the organisation’s goals or their client’s needs. You may find that you have networks for various aspects of your work life; these may be relevant to your work role, the organisation’s priorities or the target groups.
More specifically, the purposes of networks and networking may include:
Learning about the role, services and resources of other organisation 
Learning about the roles and resources of other workers 
Providing advice and information about own service and organisation 
Peer support and review 
Professional development 
Maintaining coordination among organisations and workers 
Supporting joint programs or activities 
Providing information for policy development 
Supporting the interests of young people.
[bookmark: _Toc342336184][bookmark: _Toc396740770][bookmark: _Toc430961214]Identify networks
What is the most appropriate network?
This will depend on your organisational, individual and/or client goals.
In most cases you’ll need to communicate with and establish the effectiveness of several potential or existing networks to achieve your goals.
It is generally regarded as prudent to keep your personal networks personal. 
Instead, make use of your existing and professional networks. 
Personal networks should be used to further your social life not your work life. 
Networks will vary and will be grouped as either informal or formal, which ones you use will depend on the needs of you, your organisation or target groups. How you interact and deal with various networks will depend on the informality/formality of each.
Networks may be informal and include:
Other workers, particularly those in the community services industry 
Trainers, teachers and academics 
Contacts in policy and funding bodies. 
Networks may be formal and include:
Local interagency networks 
Interest and support groups 
[image: C:\Users\Sophie2\Desktop\ArtWork\step_help_hand.png]Regional, specialist and peak associations 
Professional/occupation associations. 
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[bookmark: _Toc430961216]2.3 – Use industry terminology correctly in verbal, written and digital communications
[bookmark: _Toc415168441][bookmark: _Toc430961217]Organisational requirements for communication 
Where protocols and procedures are in place regarding workplace communication, all staff should endeavour to adhere to these. 
This usually refers to the communication of information between staff, concerning a patient, an event, an issue or any other workplace information. To support accuracy and understanding, many organisations provide guidelines for staff to follow, especially regarding the use of acronyms and abbreviations. 
These protocols are not necessarily enforced, but are there as a recommendation or suggestive framework. Where staff have worked together a long time or are all of a similar level of experience, they will usually be able to communicate effectively amongst themselves without the need for guidance. This, of course, can become an issue where new staff are employed; in these instances, the workplace protocol may be to introduce the existing framework to the new employee, so that they can understand what is being said. 
Aside from professional terms, workplaces may use slang or other sociolect to refer to places, objects or people, such as the ‘med room’ for the pharmacy, ‘wet room’ for showers and ‘gaffer’ for the boss. These will vary from building to building and form part of the workplace culture. 
Where communication is required between the staff and the management, or staff and a partner company, such as a supplier, it is generally required for staff to use the correct terminology or standard accepted abbreviations, to minimise the event of a mistake or failure to understand. 
As with any type of communication, if you are unsure or do not understand, you should always ask for clarification; this will minimise the likelihood of orders being misunderstood or clients given the wrong care. 
[bookmark: _Toc430961218]Industry terminology
[image: ]Always familiarise yourself with the correct industry terminology in use at your organisation and for the services that you provide to others. There are many standard terms, such as ancillary service (to describe supporting services within the medical field such as laboratory, radiology or physical therapy work) and these will be well-used within your service. Others may be specific to your area or type of work, such as home and community care which may be used for the care of the aged.
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[bookmark: _Toc430961220]2.4 – Follow communication protocols that apply to interactions with different people and lines of authority
[bookmark: _Toc415168447][bookmark: _Toc430961221][bookmark: _Toc408252036]Friendly communication
Communication should be inclusive and clear for all concerned, especially in the care profession. Communication that is person-centred or community-centred can have a positive effect upon the person or group involved and adds a feeling of personality to communication, as opposed to impersonal communication. 
A person-centred approach could involve:
[image: ]Putting people and carers at the centre of service delivery
Including people in decision-making relating to their care
Involving people in discussions about service delivery options and issues 
Obtaining the person's consent to examine, treat or work with them
Effective customer service
Listening to and addressing complaints within scope of own work role.
The duty of care is in place to ensure that clients receive the care that they are entitled to; this care can be enhanced through the application of person-centred communication approaches, which contribute to the happiness and wellbeing of service users. 
Encouraging and allowing the above points, such as enabling users to contribute to decisions around their own care can make a big difference and can be very positive for service users, as this shows that they are cared for and that their input has weight and value. 
Individual work roles will limit the extent to which you can implement these points; good staff should endeavour to meet these as far as possible, within the scope of their role and organisational requirements.
[bookmark: _Toc430961222]Client-centred approach to health care
It is important that the client's (or patient’s) needs are at the forefront of your mind when you are making decisions and communicating with them.
Listen to what they have to say when you are communicating with them; if they indicate a preference for something, take this into account when providing their care.
Always respond to patients/clients in a calm manner and avoid blaming them for things they may have done. Even if they do not behave in the same manner towards you, you shouldn't lose your cool and react badly.
Be attentive to patients/clients and communicate with them in a courteous manner – this helps them to feel comfortable and that they are getting the care they deserve. It will remove any communication barriers before they arise, minimising problems that may occur later on.
A client-centred approach to health includes:
Putting patients/clients and carers at the centre of service delivery
When the patient/client is a child or young person, service delivery strategies may need to be modified to ensure child safety and provide a child friendly, supportive environment
Including patients/clients in decision-making relating to their health care
Involving patients/clients in discussions about service delivery options and issues
Obtaining patient/client consent to examine, treat or work with them
Effective customer service
Listening to and addressing patient/client complaints within scope of own work role.
[bookmark: _Toc415168460][bookmark: _Toc430961223]Demonstrate respect for others 
Health and care professionals are likely to come into contact with many different types of healthcare provider or co-workers in their working lives, such as:
Supplier services:
stairlift installers
[image: ]caterers
pharmaceutical distributors
Other service providers:
drugs and alcohol advisers
housing officers 
community volunteers
entertainers, such as bingo callers
social services
laundry services
[image: ]New staff
Student staff
Other care companies
Internal staff:
medicine distributors
kitchen staff
laundry department
housekeeping
nurses
managers and supervisors
Inspectors 
Both internal and external staff, as well as organisational and agency staff may work alongside you in your mission to provide are to the aged. This will naturally mean that there are many different hierarchies and skill levels involved. It is not acceptable for care providers to be rude or demeaning to those they perceive as below them, such as laundry operators, food servers or students. People should also not be judged on their organisation, such as a business perceived as an inferior catering company or a sub-standard entertainments provider, though where these services fail to meet basic requirements, they may be replaced, in the interests of the clients. 
As you are all working together towards a common goal, you should foster a feeling of teamwork, as opposed to rivalry or snobbery. 
[bookmark: _Toc430961224]Correct protocols
You should always ensure you follow the correct protocols for your communications. Each group or type of persons will have their own set of protocols for performing workplace communications. For example, a manager will be there to assist you and support your work and you may have a less formal approach in your communications. If communicating with an outside contact, you will need to be professional and follow strict codes for communications; this will ensure that confidentiality and ethics are maintained.
You will end up communicating and working with people from different sectors and levels of your industry. Therefore, it is essential that you make them feel respected and valued. You need to make people feel as if they are part of a wider team and that you trust them. Cooperation is generally very important when completing a task – you will need to rely on others to do their job effectively, so the resources you need are available.
This will require effective communication skills, to enable you to pass on messages and respect their cultural and personal differences, as well as their diversity.
You will need to know the roles and responsibilities of the people you work with, in order to recognise their expertise and skills. When you have this knowledge, you can utilise these people better and have more reasonable expectations of their capabilities.
[bookmark: _Toc408252117][bookmark: _Toc430961225]Culturally sensitive communication
In order to show respect for those from different cultures that we may work with, we need to display culturally sensitive communication. 
For example think about the differing meanings between cultures of:
Gestures
Words
Body language 
[image: C:\Users\Tom\Desktop\ArtWork\children_school_study_earth_400_clr_9039.png]Pauses
Eye contact
Terms of address.
You need to also learn about the following of your colleagues:
Knowledge
Skills
Feelings
Needs
Interests.
Another aspect of respecting other workers is to perform up to expectations yourself. Remember that these people are relying on you, just as you are them. If you fail to perform your duties you are letting the team down and making it harder for everyone else to carry out their roles.
Other aspects of your co-workers that you'll need to take into account include:
Gender
Age
Lifestyle
Abilities
Qualifications
Socio-economic status 
Beliefs
Values
Family background.
Embrace diversity, as it allows you to exploit strengths of different people to mutual advantage and provides an opportunity to learn from one another.

[bookmark: _Toc430961226][image: ]Activity 2D


[bookmark: _Toc430961227]3. Address constraints to communication 
3.1. 	Identify early signs of potentially complicated or difficult situations and report according to organisation procedures
3.2. 	Identify actual constraints to effective communication and resolve using appropriate communication strategies and techniques
3.3.	Use communication skills to avoid, defuse and resolve conflict situations
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[bookmark: _Toc430961228]3.1 – Identify early signs of potentially complicated or difficult situations and report according to organisation procedures
[bookmark: _Toc430961229][bookmark: _Toc408252123]Identifying the problems in your area
If you encounter a complicated or difficult situation that you need assistance with, report this to your supervisor/manager and/or to the requirements of your organisation. The source of this may come from those that you are working with or for, or may come from another area such as a change to legislation. The difficulties that you may encounter will largely depend upon your role and the service that you provide to others.
[bookmark: _Toc430961230]Current issues influencing health care
You must keep abreast of all of the current issues affecting health care in Australia. 
[image: C:\Users\Tom\Desktop\ArtWork\old_figure.png]For example, some of the challenges include:
Changing demographics
An ageing population
Increasing costs of medical advances
Health workforce supply is low 
The quality and safety of health services
The balance of public and private health care
Creating healthy communicates
Investing in health of children
Providing equal health care opportunities to all citizens.
[bookmark: _Toc430961231]Aged care
Communication skills are vital in many roles and industries and they are particularly important in the care industry. Where aged people are involved, many different communication issues can arise, which staff must be capable of dealing with efficiently. 
These may include:
Deafness
Hard of hearing
Poor eyesight
Unfamiliarity with slang and modern words
Use of old fashioned terminology 
Difficulty understanding complex terminology 
Memory problems
Language barriers
Learning to speak to clients in the way they prefer or insist upon.
Health and care providers should have an all-round knowledge of communication requirements and how to meet them, which can be gained and developed through normal working practices in the care industry. 
New skills, methods or techniques can be learned as requirements change or a new client is introduced with new needs. 
Care professionals should seek to constantly develop their communication skills, in the interests of performing their jobs the best they can. 
[bookmark: _Toc408252124][bookmark: _Toc430961232]Health issues for Indigenous Australians
One of the major issues of health surrounds Indigenous Australians. People within the Aboriginal and Torres Strait Islander community view health from a wholesome point i.e. not only the physical, but also the social, emotional and spiritual health of the whole community. Another aspect is their strong bond with the land, especially that of their people.
As such, they prefer to use the term "social and emotional wellbeing" to "mental health", as this presents a more holistic approach to health (Australian Health Ministers, 2003).
As their perception of health is different to the rest of the population, they may only utilise health services/hospitals when their condition is severe, or their local area has limited facilities. They may doing so otherwise is unhelpful, due to cultural and gender differences. They may view things such as hallucinations, negative feelings or pain as a personal/spiritual issues, rather than health ones. Their beliefs mean that many people in their community may have undiagnosed conditions.
As part of an overall goal of cultural inclusiveness, you should look at increasing the participation of Aboriginal and Torres Strait Islander people in health service delivery. This means giving them active roles in decision making and employing more of them within in health service industry.
Factors contributing to Aboriginal and Torres Strait Islander people's ill health include:
[image: C:\Users\Tom\Desktop\ArtWork\MDoc.jpg]History of European/Aboriginal contact
Loss of culture, land, identity and Indigenous law
Loss of family links
Geographical remoteness 
Lack of relevant and culturally appropriate education
Lack of meaningful employment or occupation
Lack of relevant health knowledge
Food and nutrition
Smoking
Alcohol and substance abuse 
Mental stress
Poor maternal health
Feelings of isolation and vulnerability and being culturally unsafe
Violence
Environmental health factors (housing, sewerage, water supply, hygiene)
Late presentation, diagnosis and treatment.
These things can be attributed to a wide range of external factors, which include:
Low income
Lack of education
Unemployment 
High stress
Poor social networks and support
Poor working and living conditions
Gender inequalities
Behavioural problems (mental conditions).
[bookmark: _Toc408252129][bookmark: _Toc430961233]Using interpreters
[image: C:\Users\Tom\Desktop\ArtWork\Mx2balloon.jpg]You will need to use Aboriginal and Torres Strait Islander interpreters, health workers and colleagues as cultural brokers, in order to meet duty of care requirements.
A cultural broker is someone who facilitates people form one culture crossing over to another. In other words they act as a mediator between people/groups of different cultures, to enable effective communication and reduce conflict. They act as more than just an interpreter – in colloquial terms, they would be known as a "middle man".
Interpreters may be:
Registered – these are professional people whose work involves travelling and mediating for multiple people/groups.
Other multilingual people not related to the person – these may be people on your staff who have multilingual abilities, but this is not their main duty at work.


[image: C:\Users\Sophie2\Desktop\ArtWork\stick_figure_holding_letter_a_7747.png]Availability of interpreter resources
You will need to know the available interpreter resources available to your organisation and its needs, so you can employ them as necessary. 
Government agencies are required to provide and pay for professional interpreters when people are seeking government-related services that have difficulties speaking English.
The Translating and Interpreting Service (TIS) National provides free interpretation services to non-English speaking Australian citizens or permanent residents who need to communicate with approved groups and individuals, such as medical professionals.
Interpreters can be accredited and unaccredited – you should aim to provide a 'Professional Interpreter' level worker accredited by the National Accreditation Authority for Translators and Interpreters (NAATI). If this is not possible/available, a 'Paraprofessional Interpreter' should be your second choice.
Useful resources for finding interpreters include:
Australian Institute of Interpreters and Translators Incorporated (AUSIT): www.ausit.org 
Translating and Interpreting Service (TIS): www.tisnational.gov.au 
National Accreditation Authority for Translators and Interpreters (NAATI): www.naati.com.au 
All websites accessed 21.09.2015.



[bookmark: _Toc430961234]Activity 3A
[image: ]

[bookmark: _Toc430961235]3.2 – Identify actual constraints to effective communication and resolve using appropriate communication strategies and techniques
[bookmark: _Toc415168444][bookmark: _Toc430961236]Personalised communication
Communication requirements can vary greatly from one individual to another and from one cultural group to another. This can be more pronounced and significant in the care industry, where clients’ needs and wellbeing is at the forefront of every action; this means that their needs and wants need to be communicated properly, and the service user should also have relevant information communicated to them in a manner which is understandable and friendly. 
There can be many different communicative issues encountered by people requiring care, which can range from hearing issues to memory problems. Adjustments should not just be made on the basis of need, but should also meet the clients’ ‘wants,’ in order to show respect and make people as comfortable as possible. 
Individual differences may include:
Hearing difficulties
Memory issues 
[image: ]Language barriers
Accent/regional speech differences.
Cultural differences may include:
Religion
Lifestyle
Different values
Different views about personal space 
Hierarchy 
Conversational preferences.
Aspects that cause difficulty in communication, such as hearing problems need to be worked around to a satisfactory level. Cultural issues should also be met wherever possible, as failure to do this, or disregarding requests can fall under cultural discrimination. 
Where patients/clients have specific personal preferences, they will usually make them known. These wishes should be met wherever possible, though staff are protected from having to do anything demeaning, dangerous or preferential for single patients/clients. Requests can involve anything from asking to be called a preferred name, having someone knock before they come in the room or making sure you smile. 
[bookmark: _Toc408252033][bookmark: _Toc430961237]Cultural differences
In a health care situation, you will come across people from a variety of cultures. It is important that you recognise these and don't discriminate against them.
Culture refers to values, beliefs and common behaviours of a certain group. These groups can be determined by a variety of factors, such as location, age, upbringing, religion, interests etc. An individual's culture is often determined by many of these factors, rather than one thing. You can also be part of more than one culture (or subculture).
Cultural misunderstandings
Because of the variety of cultures that you will encounter, it is likely that cultural misunderstands will occur. This can happen when you are communicating with someone who has a different culture (or language) to yourself.
You will need to be patient and recognise that meanings of words, gestures and other non-verbal communication will differ. You may have to clarify things more often than you are used to.
To minimise the chance of cultural misunderstandings:
Avoid using jargon
Ask the other person if they understand what you are saying
Practice listening to accents
Listen carefully to what is said.
[bookmark: _Toc430961238]Communication strategies
If you experience constraints in your communications, you should adopt a strategy to ensure that you can still perform your work and any communications that are required. From a chosen strategy, you can look at the best techniques to convey your message. For example, if your strategy is to ensure your message is received clearly, you may decide that sending your message by written word, i.e. in a letter or email/electronic communication is better. Each situation will determine its own needs and will require a specific approach.
[image: C:\Users\Sophie2\Desktop\ArtWork\Fotolia_9747363_XS.jpg]Your strategies may include:
Respect of others and their differences
Clear understanding in communications
Appropriate forms of communication
Attending to the needs of the client
Working for the benefit of client and service. 


[bookmark: _Toc430961239]Activity 3B
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[bookmark: _Toc430961240]3.3 – Use communication skills to avoid, defuse and resolve conflict situations
[bookmark: _Toc401582976][bookmark: _Toc408252024][bookmark: _Toc430961241][bookmark: _Toc415168430]Facilitate resolution of issues and defuse potentially difficult situations
There are a number of things you should consider when dealing with any issues or defusing potentially difficult situations. 
[image: C:\Users\Sophie2\Desktop\ArtWork\calm_meditate_relax.png]These will include:
Use open body language
Do not fold arms or put hands on hips
Remain calm and patient
Use clear language
Keep tone of voice calm
Do not shout or raise voice
Give accurate information.
Communicating effectively under any circumstance can include:
Effective use of questioning, speaking, and listening and non-verbal communication techniques
Identifying and evaluating what is occurring within an interaction in a non-judgemental way
Making decisions about appropriate words, behaviour, posture
Using clarifying, summarising questions
Putting together a response that is culturally appropriate
Expressing an individual perspective
Expressing own philosophy, ideology and background and exploring the impact of this on the communication
Exploring and unpacking problems
Using active and reflective listening appropriately
Providing sufficient time to enable stories to be told
Providing summarising and reflective responses in conflict situations
Confirming that required information is accessed or message communicated.
[bookmark: _Toc430961242]Conflicts of interest 
Conflicts of interest can occur in any workplace or business and should always be handled properly. Organisational policy will have a big impact on the occurrence of conflicts of interest and the action to be taken; ethical issues may also be relevant. 
This is any situation where you have the ability to make a decision that could potentially benefit the client, but could also impact on yourself. It is a situation where there is potential to take advantage of a client or be influenced by your interests and personal opinions. Any situation where your influences impact on the ability to perform your job to a professional standard/objectively is a conflict of interest. Even if you do not act under the influence of these things, if they have the potential to impact on your work, a conflict of interest still exists – this can lead to doubt over your ability to perform your job well.
Therefore, it is important to refrain from situations where your personal life affects your professional conduct. This is part of your duty of care (as an individual and organisation).
The aspects that can cause conflicts of interest include:
Personal relationships
Political views
Financial interests
Cultural activities
Private activities.
If you believe there is a conflict of interest (for yourself or others, you should inform management/your supervisor as soon as possible – you may need to request that you be reassigned to another case or granted permission to seek additional work to compensate for the loss caused by conflict of interest.
Another key way of avoiding conflicts of interest is to not accept any money/gifts from clients or others – as this may affect your ability to make objective decisions and create a vested interest.
[bookmark: _Toc430961243]Negotiation
[image: C:\Users\Sophie2\Desktop\ArtWork\Fotolia_11720066_XS.jpg]In order to negotiate a resolution, consider the following:
Assess alternatives
Determine the underlying issue
Be constructive
Create solutions
Be objective
Empathise with their situation 
Listen actively.
Problem-solving
The following steps will help you solve any problems:
1. Identify the problem
2. Investigate the problem
3. Specify what you want to achieve
4. Create solutions
5. Implement the most appropriate solution.
Generating solutions 
[image: C:\Users\Sophie2\Desktop\ArtWork\MMagGlass.jpg]When creating solutions, you should ensure that only the best solution is chosen. Don't allow criticism or judgement to sway your decision. You need to create a deadline for the solution and continuously monitor its effectiveness. Ensure that patients/clients are happy with the resolution and carry out a follow up to determine that they are satisfied with the outcome.

[bookmark: _Toc430961244]Activity 3C
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[bookmark: _Toc430961245]4. Report problems to supervisor
4.1. 	Comply with legal and ethical responsibilities and discuss difficulties with supervisor
4.2. 	Refer any breach or non adherence to standard procedures or adverse event to appropriate people
4.3.	Refer issues impacting on achievement of employee, employer and/or client rights and responsibilities
4.4.	Refer unresolved conflict situations to supervisor
[image: ] 

[bookmark: _Toc430961246]4.1 – Comply with legal and ethical responsibilities and discuss difficulties with supervisor
[bookmark: _Toc401590506][bookmark: _Toc408251997][bookmark: _Toc430961247]Duty of care
Duty of care is a legal duty to take all reasonable care to avoid others being harmed and to ensure that all health and community workers provide a good standard of care, with due attention. This involves the application of and adherence to ethical standards and acknowledges that people have a right to be cared for in safe environments which are free from neglect and abuse. It also involves identifying risks and responding in the most appropriate way. It does not require perfection; moreover, it is the effort to ensure that the person is protected. It acknowledges that you may lack resources and abilities that would enable said perfection.
Reasonable care includes considering the safety, privacy, confidentiality and needs of clients and others. In the aged care industry, other responsibilities may include management of the client’s benefits and always the prevention of age discrimination. In instances where the health and care of children are concerned, all children should be protected against risk factors to their health and wellbeing. Be aware of any circumstances that may cause concern and seek advice.
Everyone has a duty of care responsibility – for example, the employer and employees are both responsible for safety in the workplace. When working with disabled people, this applies in potentially risky situations, where duty of care will need to be exercised to ensure hazard prevention.
You must ensure that all of your work meets the duty of care requirements. Policies and procedures which take into account things like WHS and legal responsibilities should be followed. A WHS officer should be appointed to ensure all workers and people in the vicinity of work comply with these requirements.
Employers have a duty of care to provide a safe work place and systems of work in consultation with their team and to keep their team informed about changes in WHS legislation. To assist you in ensuring that your organisation is compliant with WHS legislation, you can download a copy of the WHS Compliance Self-Assessment from the Safety at Work process. You should also check the specific legislation, codes of practice and standards that apply in your location to ensure compliance at work.
The objective of the WHS Act is to ensure that a safe workplace is created free form risk or illness or injury. For that end, compliance must be demonstrated in regards to:
[image: Fotolia_15456753_S]A safety management system
Responsibilities and Accountabilities
Consultation
Risk management
Information, instructions and training
Managing injuries
Record keeping
Monitoring, review and improvement
Resource management
Corporate risk.
If you are able to work through the document and tick yes the whole way through, then you are complying with current legislation. Care should be taken; this is not a one off process. Managers are required to ensure the continuous compliance with the legislative system.
[bookmark: _Toc388973742][bookmark: _Toc408251998][bookmark: _Toc430961248]Duty of care in law
Duty of care comes under the ruling of tort law i.e. a civil wrong as opposed to a breach of contract. It requires an individual to provide a standard of reasonable care while carrying out any activity that could potentially harm others. Breaching duty of care means that you, as an individual, are liable to legal action from the claimant.
Duty of care has been developed through common law i.e. it exists based on past related court rulings – therefore, there is no exact legal definition of things like duty of care and negligence.
Negligence is when damage/harm occurs to another person as a result of someone else not exercising reasonable care. Duty of care requires that an acceptable standard of care is exercised, where it is reasonably practicable, to ensure the health and safety of yourself and others.
[image: C:\Users\Tom\Desktop\ArtWork\MGab.jpg]Duty of care also means that everyone has a responsibility to ensure a safe and healthy working environment. This can include the following people:
Community and disability service workers
Doctors
Solicitors
Financial advisors
Drivers
Local governments.
Duty of care is written legally into the Workplace Health and Safety Act 1995 – it is a moral duty to anticipate possible hazards and causes of injury and do everything reasonably practicable to prevent/remove/minimise these causes.
This means that duty of care cannot be delegated – all adults in the workplace are responsible for health and safety.
Courts will determine breaches of duty of care based on the following criteria:
What is typically expected of another person in the same situation
The person's roles and responsibilities within their organisation
The experience/level of training for the individual
The practicalities of the situation
What is deemed acceptable practice within the community
Generally acceptable standards in the situation
Relevant laws e.g. the Workplace Health and Safety Acts, Regulations and Codes of Practice.
[image: C:\Users\Tom\Desktop\ArtWork\break_health_safety_injury.png]For negligence to be successful, the following must be proven:
A duty of care is owed by the plaintiff to the defendant
In exercising the duty of care, the defendant failed to function according to a reasonable standard of care
The failure to function according to a reasonable standard of care (breach) caused the damage suffered by the plaintiff
The loss or damage suffered by the plaintiff was reasonably foreseeable.
Negligence laws
In order to restrict the number of negligence claims, there are laws in place; in Queensland laws related to professional liability for damages related to negligence:
Personal Injuries Proceedings Act 2002 (Qld)
Civil Liability Act 2003 (Qld).
The following principles apply to negligence:
It does not apply if the risk of the activity was obvious/made clear
What is expected is dependent on the skill level/experience of the worker
People are given a reasonable amount of information to make informed decisions on optional actions (e.g. medical treatment)
Apologies/expressions of regret do not amount to admitting liability/fault and will hold no weight in court
First aid personnel have no liability in emergency situations, as long as their actions are in good faith and without reckless disregard for safety.
Maintaining competence
As an employer/worker, it is your responsibility to maintain competence in your given field and retain a skill level that can be described as reasonably competent.
This can be reviewed and monitored through:
Supervision
Co-worker/peer support and review
Professional development
Reading up on current literature
Providing advice and services based on current evidence/facts
Membership of professional associations
Participating in research programs.
[bookmark: _Toc408251992][bookmark: _Toc430961249]Ethical guidelines in decision making
Working within the field of health, it is important to follow ethical guidelines when making decisions. This is because you will deal with a number of sensitive issues, where you will need to be careful not to breach the trust and confidentiality of clients, but are still required to perform your work role effectively.
Often, these two requirements can contradict each other i.e. in order to do your job properly, you may have to go against the wishes of the client and breach confidentiality or perform procedures that are contrary to their beliefs. For instance, if you have a Jehovah's Witness who may die without a blood transfusion, what would you do? (Their religion forbids blood transfusions).
As a worker in the health industry, your primary responsibility is to the wellbeing of clients. However, this does not eliminate the fact that you will need to make decisions of your own that your will be directly liable for – this is where ethics fits in.
[bookmark: _Toc408251993][bookmark: _Toc430961250]Code of ethics
This is a set of moral principles and standards that you use to guide practice in a particular profession. It is not a legal document but more of a voluntary set of controls that regulate your industry. It defines the obligations and responsibilities you have to clients and colleagues.
An example of a code of ethics is the NSW Code of Conduct for Health. It can be found at: http://www0.health.nsw.gov.au/policies/PD/2015/PD2015_035.html (access date: 20.09.2015).
The code outlines the following:
[image: C:\Users\Tom\Desktop\ArtWork\stick_figure_sitting_confused_800_wht.png]Personal and professional behaviour towards others
Bribes, gifts and benefits – what you can and cannot accept
Professional standards – maintaining skills, knowledge and all-round competence
Fairness in decision making – being consistent and objective
Performance of duties – what is expected
Ethical dilemmas – how to respond.
[bookmark: _Toc408251994][bookmark: _Toc430961251]Ethical dilemmas
Every decision you make should be based on doing the best for the client and what is ethically and morally correct. Persons qualified to provide care on a professional level should be sufficiently aware of how ethical guidelines affect them and the work they do in the provision of service.
When there is an ethical dilemma, it is because at least two sets of values are involved, with a decision to make on which set is most important. You will have to decide which the most important point in the particular situation is.
Of course, the client's rights should always be a priority; however, how to actually protect these is not always obvious, as there can be conflicting opinions from family, co-workers and others involved.
Working ethically at all times ensures the best for the client, the best for you and the best for the community:
[image: C:\Users\Tom\Desktop\ArtWork\Mx2puzz.jpg]Clients receive the correct care
Clients and their families can rest assured that they are being cared for properly 
Personnel have a framework of guidelines from which to make their decisions
Personnel are protected somewhat if they always make decisions based on the best ethical solution
The organisation is less likely to come under fire for malpractice. 
[bookmark: _Toc388973784]The ethical expectations of your work role will depend upon your level of authority and the type of care you provide; where you are required to make direct decisions regarding the provision of care for someone, you will have to make more ethical decisions, though staff who are required to implement a prescribed routine or action, such as the administration of medication of the maintenance of a room, will be required to do this to a lesser extent.
[bookmark: _Toc430961252]Categories of ethical dilemmas
Competing values
This is when your responsibility for another conflicts with their ability to make independent decisions. For example, take an alcoholic – they have the right to self-determination (make their own decisions) but you have a duty to protect human life and intervene.
Multiple client system
This is when, in addition to the client, there are other parties involved who have opposing views to the client. You have to decide who you have an obligation to – usually, it is the client but, if the other parties are advocates, a dilemma arises. For example, imagine a client wants to refuse life support but their family is insisting that they remain on it.
Value dilemma
This is where your personal values conflict with the action you need to take in regards to your work role. This can arise when you have a legal obligation to report something like abuse, but where you personally get on with the person accused of said abuse (and perhaps understand the causes of it).
[bookmark: _Toc388973785]Discussion of ethical dilemmas
As previously outlined, ethical dilemmas should be discussed with those who are at least one level above your role and they should provide an objective opinion of the situation. You need to collectively decide the best course of action in the interests of the client and remove your personal feelings from the situation.
[bookmark: _Toc406840869][bookmark: _Toc411796184][bookmark: _Toc411801762]

[bookmark: _Toc430961253]Child protection
Australian legislation for child protection differs between states and territories. Australia signed the United Nations Convention on the Rights of the Child (1989) and uses many of the principles in this to guide its own child protection legislation. Generally, decisions are made based upon the "best interests of the child". If your health or care work involves working with children, always ensure that you adhere to the legislation in your state/territory and maintain the safety of any minor at all times. Notices of disclosure should be listened to and assessed to ensure the safety of the child.
The other principles that make up child protection legislation include:
Early intervention
Participation in decision making
Out-of-home care
Culturally specific responses to Aboriginal and Torres Strait Islander people
“After care” support
Permanency planning and stability of care.
Further information on child protection laws can be found at: https://aifs.gov.au/cfca/publications/australian-child-protection-legislation (access date: 24.09.2015).
[bookmark: _Toc408252111][bookmark: _Toc430961254]Mandatory notification
[image: C:\Users\Tom\Desktop\ArtWork\Fotolia_26681287_S.jpg]It important that you are able to identify and report any issues that require mandatory notification. You should ass these on to your supervisor and/or the appropriate authority.
Issues requiring mandatory notification may include:
Protection of children and others identified to be at risk
Issues defined by jurisdictional legislation and/or regulatory requirements
Issues specifically identified under organisation policies.
It is a legal requirement that these issues are reported; if you fail to do so, the consequences can be quite severe and you may be putting clients and colleagues at risk.
[bookmark: _Toc430961255]Discuss problems as needed
If you need to raise any issues relating to the work that you carry out, make sure you discuss this in the appropriate manner with your supervisor/manager. You will need to ensure that you have a full understanding of the situation, that you have gathered all relevant information and facts and that you treat the matter with discretion. Your supervisor/manager will be able to help and assist in deciding and taking the correct course of action. Always report any difficulties that you may experience to your superior immediately; this will ensure that actions can be decided appropriated and to your organisational requirements.
[bookmark: _Toc430961256]Activity 4A
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[bookmark: _Toc430961257]4.2 – Refer any breach or non adherence to standard procedures or adverse event to appropriate people
[bookmark: _Toc415168416][bookmark: _Toc430961258]Identify issues
While you are working there will be several opportunities for you to identify breaches in the duty of care, non adherence to standard procedures and adverse events; it is the responsibility of every care provider to be vigilant in identifying issues and is often a legal requirement for you to report serious issues. 
These include:
Breaches in the duty of care:
providing inadequate care
allowing abuse
[image: ]allowing or causing neglect
Non adherence to standard procedures:
doing something in an unacceptable way
cutting corners
skipping parts of a procedure
Adverse events:
falls
accidents 
other incidents. 
These types of events should always be reported to the appropriate personnel, which will usually be a designated manager, team, WHS officer and/or regulators/authorities. 
[bookmark: _Toc430961259]Mandatory notification requirements
As briefly mentioned in section 4.1, mandatory notifications are important and situations of urgency and concern that fit into this category should be reported. Different issues will require different action to be taken, but action must be taken in all instances. Clarify with your supervisor which situations are classed as mandatory in your workplace. Where you are unsure, ask your supervisor/manager, it is likely that they will be your first port of call anyway. 
For example, assaults, both physical and sexual, must be reported to the most senior supervisor, then the police and social services. This includes suspicions and signs of assault; you should never wait to witness an actual attack before you report. Where there are missing residents, you need to tell the senior supervisor on duty and then the police and social services within 24 hours.


Examples of such issues may be:
Someone working whilst intoxicated through drink or drugs
Sexual misconduct
Risking public health:
through impairment
through deviation from standards 
Concerns about a worker’s performance
Concerns about a worker’s conduct
Assaults or use of unreasonable force against a client
Inappropriate relationships with a mentally-impaired client 
Missing residents.
[bookmark: _Toc415168417][bookmark: _Toc430961260]Report issues
Reporting incidents and issues can:	
Support the constant provision of quality service 
Enhance quality of service
Promote diligence
Promote duty of care 
Promote consistency 
Encourage a culture of openness 
Prevent issues getting out of control or worsening.
[image: ]Reporting and resolving issues can provide those involved with the opportunity to learn from the event and understand how to prevent a reoccurrence. 
Reporting issues or concerns should be encouraged as far as possible in the care profession; the duty of care obliges care providers to adhere to guidelines and expectations for providing a good quality level of care for all clients; where this care is not being provided, it is important that the issue is tackled. Some staff may occasionally make mistakes or forget to do things and other staff may be cutting corners and skipping tasks; these errors, whether deliberate or accidental should be referred by another member of staff who may discover them; this will ensure that the client receives the proper care and service and hasn’t missed a meal or their medication or not had their room cleaned. 
When staff begin to cut corners or make frequent mistakes, their colleagues should help them recognise where they are going wrong, such as “you forgot to replace Mr Watson’s water jug this morning. I did it for you” or “hey, did you know that you’re supposed to change the water every morning with breakfast?” casually mentioning these issues to the person responsible will either remind them of a genuine error or will point out to them that they are not getting away will being lazy. 
When staff begin to watch each other’s’ backs and help each other cover up issues, this can breed a culture of deceit and disrespect for the job. These instances can encourage and allow deep issues to become established and can result in establishments and organisations being investigated and shut down, as well as the negative effects on the lives of dependent clients. 
[image: ]Different levels of problem and types of issues will require different procedures for reporting; minor issues or discrepancies may be highlighted to the relevant staff member so they can rectify the issue, whereas repeated or serious breaches should be reported to either a senior manager or relevant authority. Reporting to a relevant authority may mean emergency situations requiring an ambulance, fire engine or police team or poison control. Where there are failings within the organisation, a higher authority, such as an inspection authority or similar, depending on the type and size of the organisation, could be reported to, in order to investigate issues and failings. 
[bookmark: _Toc408252002][bookmark: _Toc430961261]Unethical conduct
Unethical conduct can potentially lead to breaches of standards. If someone engages in it they may be putting clients at risk.
It can include:
Gossiping about clients or co-workers (inside or outside of the workplace)
Disclosing official information to people without the authority to access it
Misusing equipment and facilities
Arguing with co-workers in front of clients
Going against lawful requirements/orders
Behaving irresponsibly/unprofessionally
Being intolerant of other cultures/religions and making this apparent
Segregating/discriminating against others different to yourself (race/religion/beliefs/sexual preferences etc.).
[bookmark: _Toc408252003]

[bookmark: _Toc430961262]Workplace standards
In order to maintain an ethical and functional workplace, you will need to have and adhere to certain workplace standards. 
These will vary between industries, but the following generally apply to all workplaces:
Confidentiality – only discuss clients with co-workers involved in their care who have the correct level of authority; discuss only what needs to be discussed; don't discuss clients' personal matters with friends, family or members of the public
Honesty – tell the truth and admit your own mistakes
Punctuality – be on time for client appointments whenever possible; inform clients if you are running late
Courtesy – treat others how you'd like to be treated yourself
Discretion and tact – be discreet about workplace matters and keep your cool when responding to negative comments; remain objective
Dependability – finish jobs you start and do what you promise to do
Loyalty –don't criticise other staff members to clients; share the responsibility for mistakes across the organisation.
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[bookmark: _Toc430961263]Activity 4B
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[bookmark: _Toc430961264]4.3 – Refer issues impacting on achievement of employee, employer and/or client rights and responsibilities
[bookmark: _Toc415168423][bookmark: _Toc430961265]Working alongside others
As a care professional, most of your working life will be shared with others, as you work as a team and amongst each other. All workers should show respect and consideration for others in the workplace, which allows everyone to do their jobs with minimum disruption and inconvenience. 
This may mean that you either modify your existing practice or establish your patterns and systems with others in mind. Always refer issues that impact on work achievements to your manager/supervisor to make sure that all work requirements can be carried out safely and to the wellbeing of all.
People your work may affect can include:
Clients
Community organisations
Families
[image: ]Care givers
Friends, peers and target group
Government representatives
Service providers
Local community
Management
Other colleagues
Supervisors
Team members
Medical specialists and experts
Health/community specialist and experts.
Different types and models of work that may be done by you or your colleagues may be:
Advocacy
Case management
Community development
Community education
Developmental 
Health care
Inter-agency
Medical/nursing care
Participatory
Person-centred
Service delivery
Working with families.
You must remember that you are working as part of a chain and the actions you do will be affected by the people before you in the process and will affect the people after you in the process, as you work together to provide care to a patient or a client. For example, you can’t change the client’s bedding if your colleague has not come and dressed the client for breakfast. Similarly, if you cannot change the bedding for whatever reason, it will mean that the next person will have to take time out of their schedule to do your job for you. This will disrupt the other staff and the client as they will not be able to have a nap or go to bed until their sheets have been changed. 
If you fail to dress the client and make sure they have eaten their breakfast, then they will be delayed when their family comes to visit or to take them out for the day.
Everyone’s job is an important part of care provision; in order for the service to run effectively, everyone must do their jobs and do them in a way that contributes to the system, as opposed to disrupting it. This can be easily achieved when workers have respect for one another and are aware of the impact their actions have on others. 
[bookmark: _Toc415168427][bookmark: _Toc430961266]Rights and responsibilities
As explained in the previous section, all workers have rights and responsibilities at work and should tailor their working schedule and methods to complement and meet the rights and responsibilities of their co-workers. 
Employee rights and responsibilities may include:
Adherence to Work Health and Safety (WHS)
Attendance requirements
Confidentiality and privacy of:
organisational information
client information
[image: ]colleague information
Duty of care responsibilities
Leave entitlements
Obeying lawful orders 
Organisational policies and procedures 
Protection from discrimination and sexual harassment in the workplace
The right to union representation.
All employees are subject to these rights and responsibilities, insofar as they are all entitled to have these rights met while they are working. It is, however, also the collective responsibility of the employees to ensure that these rights and expectations are met, by following codes of conduct and the laws; for example, it is the responsibility of employees not to engage in discrimination or to leak confidential information; if this does happen, then these rights and responsibilities will be used to punish the offender in line with the law and organisational policy. 
Employer responsibilities may include:
[image: ]Enterprise workplace agreements 
Legislative requirements for employee dismissal, such as the Workplace Relations Act
Legislative requirements to provide a safe work environment free from discrimination and sexual harassment; this will vary for different states and the Commonwealth- check your local requirements
Relevant State and Territory employment legislation:
wage rates
employment conditions 
working conditions. 
These rights and responsibilities are designed and implemented to contribute to the creation and maintenance of a healthy, harmonious and compliant working environment, which will benefit the staff, the clients and the organisation overall. As explained in the previous section, a culture of respect between employees and their work will help to encourage mutual understanding and willingness to help each other and forgive mistakes. 
Legislation is put in place to protect both employees and employers; for example, the Workplace Relations Act that concerns employee dismissal determines a procedure and criteria that should be followed and met in order to properly dismiss an employee; this means that employees are not unfairly dismissed and that organisations are less likely to face legal repercussions from terminating an employee’s contract. 
All work undertaken will be subject to the application of employer and employee rights and responsibilities; workers should be aware of their expectations and requirements at all times and should understand why these specifications are in place. Ignorance is no excuse in the eye of the law and in ethical terms; having all staff be aware of their requirements can contribute to the reduction of incidents and issues in the workplace. 
[bookmark: _Toc408252013]

[bookmark: _Toc430961267]Rights and responsibilities of client 
All clients have certain statutory rights that must be awarded to them regardless of your personal opinion of them.
Rights may include:
To be treated in a professional and courteous manner
To have differences respected, in relation to:
Race
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Gender
Nationality
Sexual orientation
Religion
Age
Disability
Economic situation
Personal values
Respect for personal privacy and confidentiality
A right to a safe environment
A right to choice of services
Participation in decisions concerning their care
A right to complain
A right to view information held about them
Consultation on any changes to the services they receive.
In terms of client responsibilities, they have a duty to:
Be respectful of others, including staff and others involved in their care
Be respectful of any equipment that isn't their own
Refrain from being under the influence of drugs/alcohol when receiving services
Attempt to maximise the benefit of the services provided
Provide accurate information in regard to their health and the services provided.
[bookmark: _Toc430961268]Activity 4C
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[bookmark: _Toc430961269]4.4 – Refer unresolved conflict situations to supervisor
[bookmark: _Toc415168450][bookmark: _Toc430961270]Resolving conflict
All conflicts and issues in the workplace should be tackled and resolved as a matter of great importance; disagreements or misunderstandings between staff or staff and clients can very quickly make life hard for those involved and have a detrimental effect upon the happiness and security of the individuals, as well as those around them. 
Some issues may need to be referred to a supervisor, manager or personnel relations worker for resolution, though many can be worked out between the people involved. If an issue cannot be resolved without assistance of your supervisor/manager, always remember to refer the issue in a clear, concise and equitable manner (there will always be valid points from both sides that will need to be listened to and considered).
Where the duty of care has been breached in relation to a client, serious action may need to be taken, which can include the involvement of outside parties, such as standards authorities or authorities where discrimination, abuse or neglect has occurred. 
Your contribution to the resolution of conflict and interpersonal differences could involve:
Working out an issue you are having
[image: ]Helping to mediate an issue someone else is having
Reporting issues witnessed or known about
Mentoring another staff member
Giving staff and clients the opportunity to confide in you 
Being respectful and courteous towards others
Following standard procedure and protocol 
Helping to defuse situations. 
An ideal workplace is one where everyone gets along and is happy, though workplace disputes are very common. The best thing to do, aside from avoiding issues where possible, is to be aware of action and procedures that can be taken to resolve issues once they have begun. Building strong relationship with co-workers and supervisors can contribute to both of these measures. In order to resolve any conflicts, you will need good communication skills; display empathy, respect and warmth towards the other person. Issues should never be left to fester and worsen and should be tackled as soon as is reasonable practicable, in order to secure a happy and harmonious working environment for all. 
Client conflict
Clients can often be hostile, disgruntled or distressed, particularly if they are feeling anxious. These feelings may arise from having to wait to see another member of staff, an impending serious meeting/operation, lack of communication or confusion around an issue.
The best way to deal with this kind of situation is:
[image: C:\Users\Tom\Desktop\ArtWork\fight_hold.png]Listen to them
Remain calm 
Don't interrupt them while they are speaking
Clarify the problem
Acknowledge their point of view
Ask what you can do to help
Suggest solutions
Inform them of the likelihood of/timeframe for resolving the issue.
Conflict with colleagues
To prevent conflict with colleagues:
Treat them as you wish to be treated yourself
Have regular communication with them
Assist them if they are busy and you are not
Don't gossip about them behind their back
Communicate any issues openly before they escalate
Listen to any issues they have and try to solve them
Avoid mixing personal problems with work
Use feedback to assist with issue resolution.
Conflict prevention
Obviously, it is better to prevent conflicts in the first place, rather than have to deal with them when they arise.
To prevent conflict, try the following:
Remain mobile and maintain a positive posture
Support other staff present
Avoid turning your back on the client
Keep an eye on the client
Explain documents and instructions to clients clearly
Contact assistance, if required.

[bookmark: _Toc430961271]Activity 4D
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[bookmark: _Toc430961272]5. Complete workplace correspondence and documentation
5.1. 	Complete documentation according to legal requirement and organisation procedures
5.2. 	Read workplace documents relating to role and clarify understanding with supervisor
5.3.	Complete written and electronic workplace documents to organisation standards
5.4.	Follow organisation communication policies and procedures for using digital media
5.5.	Use clear, accurate and objective language when documenting events
[image: ] 

[bookmark: _Toc430961273]5.1 – Complete documentation according to legal requirement and organisation procedures
[bookmark: _Toc430961274]Completing required documentation
In your role at work you will need to complete documentation to ensure that work is recorded and can be evidenced. Documenting work carried out is essential for any business industry, not only for legal requirements but also to accurately relay processes, procedures and all work tasks that have been carried out.
Documentation allows others to know which services have been performed and what actions may need to be taken. In the health and community services, records are required to maintain accounts of patient/client services, to record treatments and medications prescribed and taken, and to ensure referrals take place. There are many more reasons why records need to be made and kept. It forms the back bone for a client service and enables others to know what work task have been performed, how they were performed and by whom. It enables accountability for actions that have been taken.
Documentation may include:
Health care records, including:
patient/client information
test requests/results
medical diagnosis
[image: C:\Users\Sophie2\Desktop\ArtWork\Fotolia_16208523_S.jpg]treatments
admission notes
progress notes
discharge notes
Appointment bookings
Service documentation/forms
Reports on services
Records for transferring
Outpatient/clinic records
Care records, including visits made
Patient/client details:
in the care of the service
previously in the care of the service
awaiting care from the service
Staff records/rotas.
Staff schedules.
[bookmark: _Toc430961275]Ensure documentation is performed
Many records and work documentation are created and accessed on computers and database systems. You may need to update appointment details via computer records or notify a specialist that a client has arrived for their appointment. Ensure that you follow your organisation’s procedures for maintaining records and all documentation. For example, by completing one section on a record/document, it may then enable the record to ascend to the next part of the database system to notify/enable a client to move through a course of treatment. 
[image: C:\Users\Sophie2\Desktop\ArtWork\Fotolia_11720061_S.jpg]If you need to provide completed documentation for other personnel or departments, make sure this is done to time and to the requirements of your work role. You may also create reports or produce spreadsheets to show performance figures or records of visits. There may be records required on paper; if you need to print information or patient/client record, ensure that this is done securely and confidentially. Never leave paper copies in public areas, always ensure paper copies and records are stored and filed appropriately.
If you are required to initial or sign records or documentation that you have completed, make sure this is clearly done.
At the end of the day, make sure all confidential information is stored and locked securely away and that the key is located safely on site for the next working shift. If working electronically, ensure all programs and applications are closed and all files are saved and stored securely to your organisational requirements.
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[bookmark: _Toc430961277]5.2 – Read workplace documents relating to role and clarify understanding with supervisor
[bookmark: _Toc430961278]5.3 – Complete written and electronic workplace documents to organisation standards
[bookmark: _Toc430961279]Read and understand documentation
You will need to well-versed in the types of workplace documents that you may see or need to handle in your working day. Your organisation should ensure that training is given to fully cover your work requirements, and this should include workplace documents.
If there are technical terms that are unfamiliar to you, or words that are not clearly written (or printed), check this with your supervisor/relevant person. Never guess or surmise any parts, always ensure you have a full understanding of the document.
As often happens, workplace documentation can adapt, evolve or change over time. If you need to check on any document you receive, make sure you ask your supervisor to clarify or explain the parts that are unfamiliar to you.
Types of documentation
There is a wide range of documentation that may pass through your service; some may be standard and familiar to the running of the service, such as a referral document, while others may be less used. Most will include medical terminology regarding conditions, diagnosis and treatments.
Documentation may include:
Applications for services
Claim forms
Patient/client records
Medical/health cards
Supply/medical stores documentation
Information on services for clients
[image: C:\Users\Sophie2\Desktop\ArtWork\figure_running_file_800_wht.png]Certificates
Medical reports
Care reports
Staff documentation. 


[bookmark: _Toc430961280]Completing workplace documentation
Your role will include documentation and you will need to ensure that you complete these as necessary. You may need to sign and confirm that procedures have occurred, or you may need to complete lengthy documentation such as a report on services provided. The type of documentation that you may need to complete will depend upon your role and organisation.
Many types of documentation are crucial to the day-to-day running of a health and care environment; they log vital patient/client information, provide details of events and requirements and ensure that activities are tracked and monitored. Some services will rely on correct documentation before they can take place, as such you should always be aware of the time factors in your documentation requirements and the expectations of those in the service. 
Always follow your organisational standards and procedures for completing documentation, and store or file as necessary.
Documentation may be created as an electronic record/document, or for use as a printed paper copy. You may use electronic systems to create central records and documentation which can be used by different departments or relevant personnel. Patient/client records may be printed so that medical or health care staff can write additional notes by hand, such as medications given, health monitoring requirements or information to other health or care workers that may visit.
Your documentation provides evidence of your service activities and creates a pathway for the patient/client in the service. If you need to refer records or treatment needs to other services, this helps to provide a history of events for the patient/client and can help determine any future needs.
Report outcomes from networking groups
You may also need to report any outcomes from your networks, as used by yourself and your organisation. Outcomes will vary and so will the need to report them and to whom. Chances are, you will need to report any outcomes to members of management, who will then be able to decide on any next steps to be taken or to evaluate the outcomes for future use etc.
You may find you will also need to report outcomes to internal or external stakeholders, it will either be your responsibility to do this or you may find this is something that management will deal with.
[image: C:\Users\Sophie2\Desktop\ArtWork\reporter_with_microphone_800_wht.png]Reporting outcomes can include:
During a meeting 
Via email
Via teleconference
Newsletter
Written report.
You will need to follow your organisation’s policies and procedures regarding reporting.
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[bookmark: _Toc430961282]5.4 – Follow organisation communication policies and procedures for using digital media
[bookmark: _Toc430961283]Using digital media
[image: C:\Users\Sophie2\Desktop\ArtWork\wireless_device_network_800_wht.png]Digital media is used in many ways in work and at home; it has enabled us to instantly access information, send information and contact others, and has provided us with tools to aid us in our needs.
Digital media in community services and the health sector will include the devices that we use to keep and make records, i.e. use of tablets and relevant applications, emails and website/intranet.
For example, if you are a health or care visitor, a tablet will provide the means to record and log the details of your visits when off-site. With Wi-Fi/internet access this can then be accessed quickly afterwards in your place of work by other personnel. This provides a more efficient and faster method to record and process information.
You can instantly make appointments to your device which can then synchronise and update all systems that you are connected to; this will show others in your workplace your availability and diary.
Not only do devices give us the flexibility and immediacy of carrying out our work requirements, they also provide us with a large resource bank and also an online community that can offer advice and support for the health and community care professional.
Digital media may include:
Web
Email
Social media
Podcast and videos
Tablets and applications
Newsletters and broadcasts
Intranet. 


[bookmark: _Toc430961284]Check your organisational policy and procedures
If using digital media, you should check your organisation’s policies and procedures to ensure that you follow the correct guidelines for digital media usage. Always respect confidentiality and be aware that the information you may pass through digital media will be immediately viewed by others and privacy settings should be applied correctly. If in any doubt check this with your manager/supervisor or appropriate technical expert.
If you update records/events remotely, check that this has loaded correctly and that if any details change that the system is amended accordingly.
If you are involved in an online community or belong to a service that receives industry-specific information, always be sure of the validity of the source. This will help ensure that your information is from a reliable contact. Always check that any information you may wish to submit in a professional capacity has been allowed/cleared for usage.
HISA online health community
HISA is an online digital health care community and provides opportunities to network, attend events and find out information on career paths. For more information, visit their website: http://www.hisa.org.au/ (access date: 23.09.2015).
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[bookmark: _Toc430961286]5.5 – Use clear, accurate and objective language when documenting events
[bookmark: _Toc430961287]Choose your words carefully
When writing up notes, filling out forms and providing information, ensure that you are clear with your use of words and meaning. Take the time to write the details required and check that spelling and grammar are correct, as this could change the understanding of the information. Be mindful that other personnel may need to read and refer to this. 
Meanings and intonations
Be sure to check through your documentation so that the meaning is accurate and clearly shows events as they happen, or document requirements as needed. Check that your punctuation reads correctly and that any emphasis in the document is intended. Make sure your meaning is as required; do not influence another reader to assume other factors that did not happen.
Objective language
Make sure that you choose objective writing over subjective commentary when documenting events. Being equitable and impartial is essential to recording the facts and situations as they occur and it allows the reader to make their own understanding. If you are subjective you may unintentionally leave out a small but important detail or add an emotional bias that can change the perspective of the event for another person.
Be sequential in your documentation to show how events transpired and be sure to give accurate timings to help you (and others) gain a clear picture.
Check your work
[image: C:\Users\Sophie2\Desktop\ArtWork\shout_from_roof_800_wht.png]Always check your documentation after you have completed it. Perform a final check on spelling and grammar and ensure the information is factually correct and is clear to understand.
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[bookmark: _Toc430961289]6. Contribute to continuous improvement
6.1. 	Contribute to identifying and voicing improvements in work practices	
6.2. 	Promote and model changes to improved work practices and procedures in accordance with organisation requirements
6.3.	Seek feedback and advice from appropriate people on areas for skill and knowledge development
6.4.	Consult with manager regarding options for accessing skill development opportunities and initiate action
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[bookmark: _Toc430961290]6.1 – Contribute to identifying and voicing improvements in work practices
[bookmark: _Toc415168468][bookmark: _Toc430961291][bookmark: _Toc415168471]Values and philosophies
The health and care industries rely upon a standardised set of values and philosophy to function in its goal to provide good care for all of its clients. The duty of care reinforces these collective values and provides a structural framework for all employees to follow. 
Values and philosophy may relate to:
A holistic and person-centred approach
Promotion of the wellbeing of staff, patients/clients and communities
[image: ]Early identification of problems
Delivery of appropriate services
Commitment to meeting the needs and upholding the rights of people
Commitment to empowering the person and/or the community
Ethical behaviour
Preventative strategies
Exercise of responsibilities and accountabilities within the context of duty of care for patients/clients.
These values should form the basis of care provision and should be invested in by all staff. The best way to demonstrate consideration and understanding of these is to make it the foundation of your work ideology and to make the values your own; if you invest in these values and philosophies, your belief will be visible in your work, as you put the client first and genuinely try your best for them. Always contribute to improvements and make suggestions that could improve the service you work within.
[bookmark: _Toc430961292]Access and equity
‘Access and equity’ refers to action taken to ensure that people have a fair and equal opportunity to access resources and services that they require. 
This means that people cannot be disadvantaged or denied access to resources and/or services on the basis of:
Cultural background
Linguistic background
Religious and spiritual beliefs
Socio-economic status
Gender 
Age.
[image: ]Access and equity is most commonly applied to the following groups:
Disabled people
Indigenous Australians
Aged people
Marginalised people:
social isolation
socio-economic disadvantage 
Different cultural backgrounds
Different linguistic abilities.
A commitment to access and equity principles must be demonstrated by the use of a non-discriminatory approach to all people using a service, including their family and friends, the general public and co-workers. 
In short, access and equity rules are in place to ensure that everyone can access opportunities, without fear of exclusion of discrimination. 
[bookmark: _Toc408252093][bookmark: _Toc430961293]Improved work practices
In order to improve work practices, you should subscribe to the principles of continuous improvement.
Improved work practices may relate, for example to:
Enhancing outcomes for clients
Enhancing sustainability of work, such as efficient and effective work practices in relation to:
use of power
use of resources, including for administration purposes
waste management and recycling practices
Enhancing safety of staff and clients.
Identifying and implementing improved work practices may include:
Application of safety practices, including for work in a range of contexts, such the person's home
Assessing/observing/measuring environmental factors
Checking equipment
Monitoring tasks
Reporting and implementing suggested improvements
Responding to surveys and questionnaires
Seeking and addressing customer feedback
Developing and implementing child safe, child friendly resources, environment and work tools to support staff and volunteers working with people under 18 years of age.
Common areas you could look to improve include:
Infection control:
Hand washing methods
Preparation for operations 
Disposal of waste
Handling sharps
Contamination areas
Exposure to bodily fluids
[image: C:\Users\Tom\Desktop\ArtWork\woman_presenting_stock_increase_800_wht.png]Client service:
Responding to concerns
Meeting and greeting
Confidentiality and privacy
Cultural sensitivity
Telephone manner
WHS:
Safety data sheets (SDS) 
Waste disposal
Environmental responsibility
Workplace culture:
Quality control
Security
Ethical behaviour
Conflict resolution/prevention
Computer programs
Equipment maintenance
harassment
Emergencies:
Fire safety
Emergency procedures.
[image: ]Wherever the prompt to improve work practices comes from, it should always be seized as an opportunity for development. With no development there can be no progression. 
If you find a better way of doing things or believe you have identified an area for improvement, you should always discuss this with other personnel, such as colleagues and supervisors. If your new practice can help others, sharing it can benefit everyone involved. If you believe something needs to be worked on, you should discuss it with your colleagues or supervisors, who should be able to make recommendations and propose ideas for resolution; where issues run deep, it may mean that an entire process or task needs overhauling. 
[bookmark: _Toc415168484][bookmark: _Toc430961294]Accreditation schemes
Where the organisation is part of an accreditation scheme, all staff are required to work to the standards laid out by this; the organisation can’t claim a level of quality that not all staff provide. 
For example, the Better Practice in Aged Care Award is awarded to residential care homes that visibly strive for continuous improvements and to better the lives of their clients. Organisations that achieve this are awarded with a certificate, a Better Practice profile on relevant websites and can participate in Better Practice events. Furthermore, achievement of this award can be used as a focal point for advertisement, as it demonstrates to potential clients that higher standards have been consistently met and acknowledged by the accreditation authority. 
There are many different types of award and accreditation schemes available and they are generally self-explanatory; for example, the ‘Better Practice’ award obviously means that this care home is recognised for providing ‘better service.’
Many awards and accreditation schemes are reviewed by the awarding bodies to ensure that the standards required are still being met; a decline in standards can mean that the organisation has their status removed or is told to get back up to standard immediately. 
In order to maintain high standards, all staff must work together to provide great care; if some staff are not invested in the achievement of the organisation and the welfare of the patients/clients, then the overall performance of the company will drop. 
[bookmark: _Toc430961295]Make suggestions to improve work practices
If you are aware of an area that could be improved upon and have suggestions on how this can be done, speak with your supervisor/manager. Be confident in your approach and be open to discuss your suggestions. There may be counter reasons that you are not aware of, or there may be other implications that need to be considered first. 
You should speak:
Clearly and confidently
Be open in your discussion and look to collaboration
Be objective
Be prepared to listen to other opinions.
You may attend work meetings or staff sessions where the forum for suggestions and feedback are sought. Seek to participate and contribute as appropriate and with valid and considered suggestions.
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[bookmark: _Toc430961297]6.2 – Promote and model changes to improved work practices and procedures in accordance with organisation requirements
[bookmark: _Toc415168481][bookmark: _Toc430961298]Enhancing work performance 
Adapting and upgrading your work skills is an important aspect of development in any role and should be a constant point of focus for anyone in any role. Improving your work practices can make your daily tasks easier and more efficient. 
You can identify opportunities for development in several ways:
New tasks are added
New methods are introduced
Your experience and competence allows you to develop new methods
New training may become available
Old methods may become obsolete
New elements of a task may need to be addressed
Someone may point out inefficient methods that should be rethought
Old practices are no longer suitable or sufficient.
[bookmark: _Toc415168487][bookmark: _Toc430961299]Organisational goals
Your organisation will have specific goals – these are usually underpinned by a mission statement. This should let both the employees and clients know what is expected of the service and all decisions should comply with its ethos.
A good mission statement and clear and concise goals will ultimately offer a better service, as it is clear what is expected for all parties involved. You need to have a thorough understanding of your organisation's mission statement, as well as the goals and objectives it has set to achieve this.
Organisational goals are in place to help move the organisation forward; this could be in terms of:
[image: ]Quality
Success
Growth 
Expansion
Profitability
Sustainability 
Coverage/provision of service. 
[image: C:\Users\Sophie2\Desktop\ArtWork\Fotolia_11720104_XS.jpg]The organisation will likely make its staff aware of its objectives and goals; this is so everyone can combine their efforts and focus on achieving these objectives as a team. 
Achievement of goals should provide benefits to staff, as well as the business; if the business is able to expand, increase profitability and become more sustainable, for example, the jobs of the staff may become more secure or they may gain benefits, such as a pay rise or an increased workforce. This gives the staff more motivation to work hard and rewards them for their efforts towards the success of the business. 
Ideally, all work undertaken should be in support of the organisation’s goals, either directly or indirectly. Goals may be ongoing and can be reached through no direct action, such as continuing to provide a level of quality, whereas other may be specifically introduced to reach a desired result, such as a drive to attract new business or an effort to increase the quality of a certain aspect of work before an inspection. 
Staff should be able to understand the implications of particular targets and goals, in terms of how this will affect the business and their jobs. If staff can be shown what a particular objective will achieve and change, then they will likely be more motivated to contribute. 
When targets and goals are met, this should be fed back to the staff and they should be thanked and congratulated for their involvement. Everyone appreciates being given a job well done and this will make them feel valued and involved.
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[bookmark: _Toc430961301]6.3 – Seek feedback and advice from appropriate people on areas for skill and knowledge development
[bookmark: _Toc415168474][bookmark: _Toc430961302]Personal values and philosophy
Health and care providers should endeavour to invest in the generalised values and philosophies of the industry. The personal values of each employee can also play a significant part is care provision.
These values are wide-ranging and can concern:
Ambition
Balance
[image: ]Carefulness
Diligence
Efficiency 
Focus
Generosity
Honesty
Independence
Justice
Leadership
Reliability
Professionalism
Teamwork
Timeliness.
These values are somewhat desirable and beneficial and can aid you greatly in your work, as well as having a positive effect on the organisation, the patients/clients and other colleagues. Having strong and beneficial values can make the difference between an acceptable employee and an excellent one. 
Where staff can recognise these values, they should incorporate them into their working lives and make the most of them where possible, by playing to their strengths. 
Seek feedback from your supervisor/appropriate persons on the skills and knowledge that you may need to develop to improve your work performance and prospects.


There are also less desirable and advantageous traits, such as:
Laziness
Apathy
[image: ]Tardiness 
Impatience
Intolerance
Selfishness 
Superiority 
Lack of respect
Frustration 
Lack of care.
Where staff members identify that they have an issue with an above point or similar, they should attempt to resolve it, either by helping themselves or discussing this with a colleague, mentor or manager. These issues can arise because they are unhappy at work, perhaps because they are disillusioned with their job or experiencing a problem with other colleagues. Where this may be the case, steps should be taken to resolve issues. 
[bookmark: _Toc415168513][bookmark: _Toc430961303][bookmark: _Toc415168500]Self-evaluation and performance reviews
Self-evaluation is an important tool for self-improvement and managing yourself at work; being able to identify your own strengths and weaknesses can enable you to adapt your working processes somewhat to play to your strengths and downplay your weaknesses, wherever possible. 
Many companies hold a yearly review with each employee, where the employee discusses their performance and goals with a supervisor or manager. These meetings give the employee a chance to discuss their strengths and weaknesses, including any goals and concerns, with a supervisor, who can help them to alter their course to accommodate these desires, where possible. The supervisor will also usually discuss their perception of the employee’s performance, highlighting areas for development or areas of strength and making relevant suggestions. 
Where records are kept of employee evaluations, new tasks or opportunities can be offered to the right people; for example, an employee who works 2PM-10PM because they can’t get up in the morning would likely not appreciate being moved to a 6AM-2PM shift, whereas another employee on the later shift may love this opportunity. 
Self-evaluation would reveal the fact that an employee doesn’t handle mornings very well; you would do this automatically without thinking about it. 
Evaluation can also come from colleagues, usually in a casual way, such as ‘Sophie is the best at making the beds!’ or ‘Tom’s so organised, he will know who’s going on the trip today.’
[bookmark: _Toc415168519][bookmark: _Toc430961304]Seek feedback 
You will likely not be offered feedback and compliments on everything you do, so you should ask. 
[image: ]You can seek workplace feedback on things like:
Method used
Quality of job
Time taken
Resources used
Ideas pitched 
Competence
Efficiency
Teamwork.
Whether you ask for the feedback or not, you should accept it in a professional manner; this means not becoming big-headed, angry or disappointed. Good feedback can be very encouraging to receive; you should take it as a compliment, but not get complacent. Bad feedback can make you feel disappointed or deflated, but you should use this as an opportunity for development.
You can ask for general feedback from your co-workers and specific feedback from team-members who may work with you on a task or a project; there would be no point asking a random colleague what they think of your bed-bathing skills if they only ever see you in the break room. 
Whether you like the feedback or not, you should always thank the person that took the time to give you it, even if they were a little too honest!
[bookmark: _Toc430961305]Developing skills and knowledge 
Skills and knowledge are required by all people in all professions and usually require constant updating and development. Skills need refining, revising and adapting, whilst knowledge needs to be updated and revised where required. 
Skills and knowledge training and revision can be done:
In group sessions
In courses
Through factsheets
Through notices 
With colleagues
Independently 
Online 
Through experience.
Your organisation may have designated people elected for training or particular people who have access to all information required, so staff can approach them for advice or clarification. 
[image: C:\Users\Sophie2\Desktop\ArtWork\higher_learning_pc_evolve_three3545.jpg]You may identify your own need for development or this may be specified by the organisation, for example, if you are being trained in a new role or information such as legislation changes.
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[bookmark: _Toc430961307]6.4 – Consult with manager regarding options for accessing skill development opportunities and initiate action
[bookmark: _Toc415168503][bookmark: _Toc430961308]Skill development opportunities
As explained in the previous section, there will usually be several opportunities to access training and advancement opportunities in your workplace. These may be formal scheduled sessions, or they may be on an ad-hoc one-on-one basis. You can also go through your supervisor or manager and explore the opportunities available to enhance your skills and knowledge for your job role, or refer to your HR department.
[image: ]Skill development opportunities may be:
Training sessions 
Group sessions
One-on-one sessions
Formal or informal
Role playing opportunities 
Workshops
Distance learning courses
On-the-job training
Shadowing 
College training courses (to obtain relevant qualifications)
Conferences.
If you want to develop your skills, you should speak to your manager; they will be able to tell you what is available and book and organise any sessions there might be. 
Optional training sessions may be advertised in your workplace; you should sign your name up for any that appeal to you and may be useful.
Designated skills and knowledge can refer to:
Cardiopulmonary resuscitation emergency response and notification protocols
Child protection
Communication, conflict resolution
Cultural awareness
Customer service, including the provision of a child friendly environment that values, respects and welcomes children and young people
Discrimination, harassment and bullying in the workplace
[image: ]Fire emergency response procedures for notification and containment of fire, use of fire-fighting equipment and fire safety procedures
First aid
Formal and informal resolution of grievances 
Hazard control
Manual handling
Quality improvement policy and practice
Security procedures
WHS
Waste management.
These skills and knowledge may be required to work competently and legally in the care profession; in these instances, training and schedules should be provided to staff. 
You should aim to participate in all courses and training that are required and as many voluntary ones as you can, in order to gain the best grasp of skills and knowledge, as well as wide-ranging understanding and application. 
[bookmark: _Toc415168509][bookmark: _Toc430961309]Personal work goals
You should generally encounter two types of goals in the workplace- the organisation’s goals and objectives and your own work-related goals. 
The organisation’s goals will be designed with particular goals in mind, usually expansion and/or sustainability or perhaps to overcome a particular issue.
Personal work goals may relate to your desire to progress or to reach a particular skill level. 
Personal work goals are more likely to succeed if they correlate with those of the organisation; for example, if you want to be a manager or a team leader, this will depend on the growth targets of the organisation. If the organisation is expanding, you are more likely to have the opportunity to become a manager, but if the organisation is downsizing or remaining static, achieving this goal will be considerably more difficult, as you would typically have to wait for the existing manager to leave and hope to get the job. 
If you have several work goals, you should try to align them with the organisation in terms of priority and aim for the ones that are currently more compatible. 
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Nearly there...
[bookmark: _Toc326743832][bookmark: _Toc330309176][bookmark: _Toc338606027][bookmark: _Toc338792185][bookmark: _Toc348021071][bookmark: _Toc430961312]Major Activity – An opportunity to revise the unit

At the end of your Learner Workbook, you will find an activity titled ‘Major Activity’. This is an opportunity to revise the entire unit and allows your trainer to check your knowledge and understanding of what you have covered. It should take between 1-2 hours to complete and your trainer will let you know whether they wish for you to complete it in your own time or during the sessions. Once this is completed, you will have finished this unit and be ready to move onto the next, well done!


Congratulations!
You have now finished the unit 'Communicate and work in health or community services'.
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[bookmark: _Toc430961313]References

These suggested references are for further reading and do not necessarily represent the contents of this Learner Guide.

Websites
Australian Council on Healthcare Standards (ACHS): http://www.achs.org.au/ 
Australian Commission on Safety and Quality in Health Care: www.safetyandquality.gov.au 
Australian Medical Council Limited (AMC): http://www.amc.org.au/ 
Australian Health Practitioner Regulation Agency: http://www.ahpra.gov.au/About-AHPRA.aspx 
Child Family Community Australia: https://aifs.gov.au/cfca/publications 
Standards Australia: http://www.standards.org.au/Pages/default.aspx 

All references accessed on and correct as of 24.09.2015, unless other otherwise stated.
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