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Teacher’s Introduction

This workbook has been prepared to assist students and staff with the least
BTEC First Award in Health and Social Care. It comprises a collection of pi
health and social care practitioners, set in the fictional town of Thornton Gi
of clients provide the basis for a range of tasks and activities for both classr
complement the tutor’s input. It is not intended as a textbook; indeed we di
instead offer suggestions for students to do their own research. It also cant
supplementary source to facilitate teaching and learning, and could form p
library.

It contains a variety of student-centred activities, discussions, role plays, tal
based on health and social care settings. They are designed to encourage sl
knowledge and enable them to produce their own assignment based on the

Similar activities have been used by the authors during many years of botfi
Advanced Level teaching and examining, and have proved extremely sucg
motivation and improving performance.

All the worksheets are photocopiable, and they provide a valuable resourgt
takes place through practical tasks performed by the students themselves.]
answers are given for the activities.

Many of the activities and case studies are based on visits to and interview!
ensure that the information is as up to date and as relevant as possible. Org
be different in different areas, and service provision may depend on pract']_"i_'
needs. We therefore strongly recommend that contact is made with local at
providers to find out what the local situation is and how it differs from whj
possible to arrange visits or invite guest speakers in.

Register your email address to receive any future free up_j;i

made to this resource or other Health and Social Can

resources your school has purchased, and details of &
promotions for your subject.

Go to zigzag.at/freeupdates

* resulting from minor specification changes, suggestions from teac
and peer reviews, or occasional errors reported by customers

Case Studies and Activities for BTEC First in H&SC Unit 3 Page 1 of 37
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The Thornton Green Sci

The presentations and case
studies in this book have been
drawn from health and social
care settings in Thornton Green,
a small market town a few miles
from a major city, with several
features that are typical of many
towns in Britain in the twenty-
first century.

A recent health survey shows that residents generally €
health, but there are pockets of deprivation where heal
areas that a large proportion of the area’s children live.
Greenview Estate, an area of mainly social housing, wit
from the town centre. Access to services is generally g¢
cutbacks have created transport issues for some elderly

The local health service providers have identified the fo
concern: teenage pregnancy, lung cancer, hypertensior
an increasing number of elderly people in the area, the|
services for them, including residential care.

The credit crisis has led to service cutbacks and busines
increased the level of unemployment. Many long-establ
been replaced by charity shops and fast-food restauran
groups have been identified as needing additional supp
homeless people, members of ethnic minorities and ney
Europe.
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Presentation 1: The Receptionist at Parkway Health Centi

My name is Hasina, and I have worked in health care for almost 10 years, n
receptionist at Parkway Health Centre in Thornton Green. It can be a very
job, but at the same time very rewarding. No two situations are quite the sa

In this job you have to learn to deal with people diplomatically and confidg
also have to work on your own initiative and prioritise your work. You alst
calm, but quick in emergencies. If someone comes into the surgery demang
emergency appointment, you need to assess straight away whether it is rea
sometimes tell by the way they look, but you often have to ask a few ques?ﬁf
member of the medical team.

Communication is very important in my job, because if patients don’t
understand what I am saying it can cause all sorts of problems. And the sat
applies if I misunderstand them. There is a variety of potential barriers to
communication. Language can be one, because we have several patients ff¢
ethnic minorities and others who come from Eastern Europe. Another
problem we sometimes encounter is a lack of self-confidence. This can be fc
cultural reasons, or because the person has particular psychological problé
homeless people, for instance. There are also people with visual or hearing
need special treatment. Some patients are reluctant to tell you what their p
patients can sometimes be angry and rude, which gets in the way of clear ;:g

Each patient has to be treated differently, according to their needs. If I knay
there is likely to be a language problem, I try to ensure that the patient brin
a friend or family member along to their appointment to interpret. Otherw]
try to write everything down clearly and simply in a note, and suggest that
they take it home and ask someone to translate it. If someone is shy and
lacking in confidence, I try to reassure them. One sometimes has to be very
patient, and let the person tell you things in their own way and in their owl
queue of patients wanting your attention! For those with a visual impairmg
and I sometimes have to write things down to ensure that someone who is
I would like to be able to use sign language, but unfortunately I can’t. We a
where people can talk in confidence to one of my colleagues if they are shy
problems in the reception area. [

The main thing is to remain calm. If you give the impression that you are ¢
trust you, but if you hesitate, that trust will go. You therefore have to look
even if underneath you feel under pressure. You also have to appear symp;
even when the patient seems to be demanding the impossible! I have lear
important, because if you look someone in the eye, it shows that you are ift
can also show you whether the person has understood what you are trying

I obviously also communicate regularly with the doctors, nurses and other
sometimes done via email, sometimes on the phone and sometimes face t¢
important that we try to be polite and treat each other with respect; if we W
other it would soon have an effect on our work with the patients. There arg¢
where we can discuss things that concern the whole surgery.

Case Studies and Activities for BTEC First in H&SC Unit 3 Page 3 of 37
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A very important part of the job is confidentiality. Anything
or appears in a patient’s notes, must never be discussed, eith
Any breach of confidence usually means instant dismissal. |
patients entrust us with very sensitive information that they
to know. Even as a receptionist, I am very often party to thig
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Presentation 2: The Head Teacher of Maycombe Special £

My name is Sam, and I am the head teacher of Maycombe Special School i
Green. We have 56 children in our care, with different special needs. They
the following;:

* Moderate learning difficulties (MLD)

* Severe learning difficulties (SLD), i.e. more severe than MLD

e Profound learning difficulties (PLD), the most severe difficulties of|

When I appoint staff, I look for people who have good listening and commi
requires enthusiasm and a proactive approach. Obviously the candidate ny
children, and we look for someone who has had some experience in this fig
who has helped at an after-school club or another voluntary placement wai
Age is not necessarily important but they must have a mature approach to
part of a care team. We look for a positive, happy individual who can relafg
their own emotions — and a sense of humour is essential. They also need t@
they are not sure about things like routines, and to adapt if necessary.

Our pupils may have a variety of physical as well as mental disabilities, am
will need to develop a relationship just as a small child would. They may b
progressing through the normal stages of development, but they will be dg
so at a much slower rate. It is also important that they are encouraged to de
physically, through the medium of play. If a child has a physical problem il
be improved by various exercises related to the communication activity; sp
therapists, occupational therapists and physiotherapists may all be involve
this.

We obviously have to communicate with all our children, but the way we ¢
their needs. We find that eye contact is incredibly important in communica
child. Body language is also very important. We use a number of different|
with our pupils, including:

* The spoken word, obviously

* British Sign Language

e Makaton
o DPictures
*  Writing

We also use a variety of sensory methods, such as:
* Sounds (including music)
e Touch
e Smell, such as the smell of various foods, or the smell of chlorinated
indicate the hydrotherapy pool
* Sight, including the use of colour and lighting, for example in a ‘lig}

We must always be careful not to overload the children with information. I
less complex information than too much detail.

We also use other methods of communication, both within the school and 'y
* Home/school books, for conveying information and questions betw
parents/carers. They also include timetables and photographs.

Case Studies and Activities for BTEC First in H&SC Unit 3 Page 5 of 37
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e Emails

* Button-switch recording machines for recording information orally
* Written records as appropriate to the situation

e IT records

All these methods are subject to the Data Protection Act and are confidenti
trained in their use.

It is very important that all communication is clear for the pupil, otherwise
become anxious, which can result in attention seeking and challenging beh
essential that staff develop a good working relationship so that they know
with difficult behaviour when it arises. Parents and carers may also beconit
and stressed, and may feel undervalued, so it is very important to listen to!
address their concerns.
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Case Study 1: Sinita

Sinita is 15 years old and lives in the Parkway area of
Thornton Green. She is from a fairly well-to-do Hindu
family, and her parents attend the local temple regulari
One evening she went to a classmate’s party and had §
with one of the boys there. It was the first time she hat
had sex, and they used no protection. She subsequentl
discovered that she was pregnant.

She was very upset, as she felt she had let her parents
regular temple-goers and respectable members of the
her pregnancy would shame them.

She confided in her closest friend, who was very suppa
to see her tutor at school. The tutor helped her make a
Health Centre. During the consultation the doctor tried
parents, but Sinita begged her not to say anything, eve
would have to find out some time.

Case Studies and Activities for BTEC First in H&SC Unit 3 Page 7|
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Case Study 2: Sarah

Sarah is 13, and lives with her parents and her 17-year
old brother on the Greenway Estate in Thornton Green.
She has muscular dystrophy and limited vision, and is
confined to a wheelchair most of the time, and she goe
to Maycombe Special School. She also has a learning
disability, which means she has the mental age of a chi
of six.

Part of the support given to Sarah and her family involy
both with them and with other agencies, so that everyg
doing to help her, and what is expected of them. The fi
communication are particularly important:
e Good non-verbal skills when communicating with
language, and the use of pictures and symbols
e Active listening and positive response when comy
and with her family
e Accurate record keeping and clear written commit
family and with other agencies
e Sensitivity and confidentiality

These communication skills are an essential part of any
physical needs. For example, when working to ease het
will stroke her hand to reassure her. She is a very frien
communicating with others, even if she cannot fully pal
praise and constant encouragement, and enjoys drama
the ball pool.

Case Studies and Activities for BTEC First in H&SC Unit 3 Page 8
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Newspaper Report from the Thornton €

Concerns over Local Residential H

A recent report, following an inspection of
Willsdale Residential Home in Thornton
Green, has raised serious concerns about the
standard of care, and in particular the way
staff communicate with residents.

The report highlighted a few cases of a total lack of commi
when staff did not listen to what clients were saying, of
understand or hear their requests), while other complaints
attitudes. Some clients, for example, felt intimidated by
aggressive approach, and as a result were reluctant to vol
Others felt uncomfortable with some of the language staff ¥

The inspectors also noticed instances of inappropriate bodj
made some residents uncomfortable. Examples in thell
invading a person’s personal space, avoiding eye contact, &
and sometimes rude facial expressions.

AdOD NOILO3dSNI

Mr James Hardy, the lead inspector, said, ‘Some of these
very minor, but taken together they give the impressig
institution, staffed by people who are insensitive to the feel
the people in their care. We are recommending that a pr
training is introduced as a matter of urgency.’

A statement from the owners of the residential home sai¢ COPYRIGHT
report’s recommendations, and have already instituted a fi PROTECTED
attitudes. We are also introducing training in what might

caring skills.’
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Introductory Activity

You will need
M The activity

BRI EA [

This activity is intended as an ice-breaker, to underline to students the importance

Introductory Activity (Pair Work)

Work in pairs and sit back to back. One person will be given a piece of pap
on it. They must describe the shapes and their position on the paper to thei
them the paper. Their partner must try to draw the diagram on a blank she
minutes, change roles and use the second arrangement of shapes.

After everyone has had a chance to try drawing the shapes, discuss as a wh
learned about the importance of good communication from the exercise, th

* The need to speak clearly

* The need to speak at the right pace

* The need to listen actively

e The need to use words that the other person will understand

AdOD NOILO3dSNI
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Sheet 1 for Use in the Introductory Activity
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Sheet 2 for Use in the Introductory Activity
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Learning Aim A: Investigate Different Forms of €

Topics Covered
Topic A1 — effective communication

Activity A1l (Individual, then Group Work)
Look at the pictures in the left-hand column of the table below, and sugges
communicated. (There are no right or wrong answers, as it will depend o n
Discuss your answers with the whole group.

Activity Al

Verbal communication What do you think is being communicated?

Non-verbal communication | What do you think is being communicated?

AdOD NOILO3dSNI

One-to-one communication | What do you think is being communicated?

COPYRIGHT
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What do you think is being communicated?

g

Qg

Education

Case Studies and Activities for BTEC First in H&SC Unit 3 Page 13 of 37



Activity A2

Topics Covered |

Topic A1—verbal and non-verbal
communication

Activity A2 (Individual, then Group Work)

Look at the examples of different situations in the left-hand column
of the table below, and in the right-hand column tick the methods of
communication being used.

Then, as a class, discuss why you have ticked those methods.

Example Metl

Gemma, a care worker at Willsdale Residential Home, was
given a written warning about her lack of punctuality.

During his appointment at Parkway Health Centre, Mr Jones
was shown how to change his own dressings.

AdOD NOILO3dSNI

Greenview Children’s Centre was used to enable teenage
mothers to share their concerns with each other.

The teaching assistant at the Greenview Primary School
hearing unit used sign language to explain to Sam what he
had to do.

COPYRIGHT

PROTECTED

The carer at Willsdale Residential Home helped Dorothy to
complete an application form for mobility allowance.

g

Qg

Education

The teacher at Maycombe Special School explained the safety
procedures to all the volunteers helping with the outdoor
activity.
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Activity A3

You will nee
M The ’dofr

Topics Covered
Topic A1 — effective communication

Activity A3 (Pair Work)

In pairs play the ‘domino’ card game, using the domino cards provided. Eg
and a definition at the other. Deal an equal number of cards to each person
card. The other must lay another card alongside it which matches either the
first card, as in dominoes. If they cannot match either, the turn passes back
continues until all the cards have been used. If all the terms have been mafk
definitions, the cards should form a circle.

amassaap

When the game is over, use the cards to fill in the definitions below for you

Language

Non-verbal
communication

Verbal
communication

Age-appropriate
language

Slang

Non-discriminatory
language

Active listening

Pace

Clarity

Pitch

Tone

Jargon

Case Studies and Activities for BTEC First in H&SC Unit 3 Page 15 of 37
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‘“Domino’ Cards for Use in Activity A3

Language

Active listening

Language that i§
person being al
comple

How disting

Pitch

Jargon

Words or phrases
or professic

The way the voig

Pace

Communig

Age-appropriate language

Showing a speak
and understanding
means such as g

Case Studies and Activities for BTEC First in H&SC Unit 3
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Non-dit

Verl

Non-vi

Case Studies an

AdOD NOILO3dSNI
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Communication using visual signals, such as
body language or facial expressions rather
than words

How high or low the voice is on a musical
scale

Words or phrases used in informal
communication, which may only be
understood by certain groups

The speed at which someone speaks

Language that does not discriminate
against certain groups or individuals

A method of communication and the way it
is used

Page 17 of 37 © ZigZag Education, 2013



Activity A4

You will nee
M The slip'_s

i

@ Topics Covered
Topic A1—non-verbal communication

Activity A4 (Group Work)
The following are examples of non-verbal forms of communication:
Posture (the way they sit or stand and move their bodies)
* Hand gestures
* Facial expressions
* Position (where they sit and stand in relation to the other person’s g
* Physical contact and the appropriate use of touch '
® Eye contact and movement

FECEETEY

Put the slips provided into a container. Each member of the group should {
the emotion or feeling described on it to the rest of the group, using only Eh
communication.

AdOD NOILO3dSNI
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Slips for Use in Activity A4

Despair B¢ U,
Tl
Happiness Bat 0
]
Surprise S g
Relief | O
DEllght D :
Annoyance Ext
COPYRIGHT
) PROTECTED
Tiredness
7
Anxiety Qg
Education
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Activity A5

You will nee
M Case St@h

Topics Covered
Topic A1—non-verbal communication

Activity A5 (Small Group Work)

Read Case Study 1 about Sinita. In small groups discuss which of the folloy
communication might be used by each of the people she tells about her pre
at ease:

w
w
o
W
4
o
4

* DPosture (the way they sit or stand and move their bodies)

* Hand gestures

* Facial expressions

* Position (where they sit and stand in relation to the other person’sjy
* Physical contact and the appropriate use of touch

® Eye contact and movement

Give examples of how they might use each means of communication (e.g.}
what gestures or expressions they may use, etc.).

AdOD NOILO3dSNI

Her friend
Her tutor
COPYRIGHT
PROTECTED
ig
Qg
The doctor EdU cation
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Activity A6

Topics Covered You will ne¢

Topic A1 —communication methods and

™M Present?
skills T

c4
c4
[C8
C
g
&
4

Activity A6 (Individual Work)
Read Presentation 2 by the head teacher of Maycombe Special School.

1. List below the skills he felt were particularly necessary for his staff,

Skills required

AdOD NOILO3dSNI

2. Now write a letter applying for a work experience placement at hi§
communication skills you possess.
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Activity A7

Topics Covered You will ne¢

M Presenta

Topic A2 — alternative forms of
communication

1 1

Activity A7 (Individual Work)
At Maycombe Special School, staff use a variety of alternative forms of
communication for pupils with different needs. Prepare an information bog
to be used by work experience students giving a brief explanation of the us
the following alternative forms of communication:

* Blissymbols

e Braille

® British Sign Language

* Communication passports

* Fingerspelling

e Makaton

* Technological aids

® Text messaging

You might find the following websites helpful:
e http://www.blissymbols.co.uk
e http://www.rnib.org.uk
* http://www.british-sign.co.uk
e http://www.communicationpassports.org.uk
e http://www.actiononhearingloss.org.uk
* http://www.makaton.org

Case Studies and Activities for BTEC First in H&SC Unit 3 Page 22 of 37
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Learning Aim B: Investigate Barriers to Comi
in Health and Social Care

Activity B1

Topics Covered

Topic B1—overcoming barriers to
communication

Activity B1 (Small Group Work)

In small groups, look at each of the situations on the next two pages and di
ways the carer could use to establish good communication and minimise b
each method and explain how overcoming the barrier would benefit the cli

* Using the client’s preferred method of communication

* Using their preferred language

* Making adaptations to the physical environment, like changes to s
* Using non-verbal communication

* Using alternative methods of communication

Below is a model answer to guide you.

Susie, a teaching assistant at Maycombe Special School, has been assigng
sighted 10-year-old pupil who has just arrived has arrived at the school.!

Methods
* Preferved method of communication — speaking clearly and reas
appropriate language
e Adaptations to the physical environment — adjusting the lighting
* Non-verbal communication — using physical contact appropriately,
* Alternative methods of communication — using Braille h
e Technological aids such as suitable computer software

Benefits
* Improved quality of life
e Reduction of stress
o Increased involvement in the life of the school
® Greater self-confidence

Case Studies and Activities for BTEC First in H&SC Unit 3 Page 23 of 37
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Activity B1 (cont.)

1. One of the patients the receptionist at Parkview Health Centre has to d;
with poor eyesight who sometimes becomes confused, which leads her
aggressive, and to shout.

Methods

2. As part of her work experience at Greenview Children's Centre, Nadiz:;y
infant who cannot understand complex language, becomes agitated by
explain his needs verbally. '

Methods

3. Sangar is a voluntary helper at Willsdale Residential Home. He is cann
suffered a stroke and has difficulty with speech and language, and asa
frustrated at his inability to communicate.

Methods

Case Studies and Activities for BTEC First in H&SC Unit 3 Page 24 of 37
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Activity B2

Topics Covered

Topic B1—overcoming barriers to
communication

Activity B2 (Individual, then Group Work)

Read Presentation 2 by the head teacher of Maycombe Special School. In sk
different methods staff might use to communicate with pupils and their pa
any potential barriers. List the methods below, and then report back to |-

Methods of communication to overcome barriers

Case Studies and Activities for BTEC First in H&SC Unit 3 Page 25 of 37
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Activity B3

Topics Covered

You will nee

] Presenﬁ§
M Case Stul

Topic B1—barriers and their effects;
overcoming barriers; benefits to
individuals

SR

Activity B3 (Individual Work)

Read Presentation 2 by the head teacher of Maycombe Special School and €
Dave is a new member of staff at the school, and is about to take over some
care.

1. What barriers to communicating with her is the head teacher likely to§

senfny

2. What are the likely effects of these barriers on Sarah?

wue

oo il

3. How could these barriers be overcome?

......................................................................................................................... al

4, What would be the benefits for Sarah?

......................................................................................................................... wel

wue

oee st

Case Studies and Activities for BTEC First in H&SC Unit 3 Page 26 of 37
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Activity B4

Topics Covered

You will nee

Topic B1— barriers; overcoming barriers;

M Present§
benefits to individuals -

Activity B4 (Individual Work)
Read Presentation 1 by the receptionist of Parkway Health Centre, and ang

1. What barriers to communication does the receptionist identify?

T T

2.  How does she try to overcome those barriers?

......................................................................................................................... al

......................................................................................................................... e

AdOD NOILO3dSNI

3.  What do you think the benefits to patients are if those barriers are reny

oo il
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Activity B5

@ Topics Covered
Topic B1—barriers; overcoming barriers

Activity B5 (Individual Work)
Read Presentation 1 by the receptionist. Indicate the possible barriers practitioners may face wit
Centre (listed below) and explain how these barriers might be overcome.

Individual E Possible barriers to communication %

Mrs Brown, aged 92,
who is blind

COPYRIGHT
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Rajinder, a recent
Sikh immigrant a 9
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Activity B5 (cont.)

Individual

Possible barriers to communication E; ;

Jason, 16, who is deaf

Dan, 30, an ex-soldier
who is homeless

COPYRIGHT

PROTECTED

g

Mary, who has
Down’s syndrome

e
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Learning Aim C: Explore how to Communicats
in Health and Social Care

Activity C1

Topics Covered You will ng
Topic C1 — communicating with individuals

M The an
M ADVD:
commu

L care sel
Activity C1 (Individual Work)
Look at the following diagram, which indicates the two-way nature of com
social care setting, each person will take it in turns to communicate and the
communication, using either a verbal (spoken or written) or non-verbal (bg
show that the communication has been understood.

LE L S

Communication

Practitioner Clier

Response

Now watch a short extract from a DVD or TV programme, such as Holby Ci
communicating in a health and social care setting. On the sheet provided, g
which the client and the practitioner communicate and respond.
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Answer Sheet for Use in Activity C1

Type of Response Example

Active listening

Body language

Facial expression

Eye contact

Use of appropriate
language
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Tone of voice
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Pace of speech

Proximity i g
2,
Education
Clarifying,
repeating
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Activity C2

Topics Covered You will nee

M The Thor

Topic C1—communication skills in
particular settings

1

Activity C2 (Individual Work)
Read the newspaper report from the Thornton Green Herald about Willsdalg

Design a poster or booklet that could be used as part of the training of staff
recommended by the inspectors. Consider especially the following skills:

e Active listening

* Use of body language

* Facial expressions

* Maintaining eye contact

* Using appropriate language

* The importance of tone and pace when speaking

* Respecting people’s personal space

* Speaking clearly

* Ensuring that clients understand what is being said, if necessary by
repetition
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Activity C3

Topics Covered

Topic C1 — communicating with individuals
in particular settings

Activity C3 (Pair Work)
Working in pairs, choose one of the two scenarios below.

One person should take the role of the client and the other the role of the K¢

Spend a few minutes thinking about your roles before you start.

Martin is 75 years old. He recently had an accident and has been lef|
his legs and stiffness in his right arm. Although this does not prever
hand, he is unable to lift the arm and therefore has difficulty dressin
been active, and enjoyed walking and gardening before his accident
about him, as he has become withdrawn, and they think he needs t¢
home. He, however, is resistant to the idea. His key worker needs to
him — not only physical but also mental and emotional.

AdOD NOILO3dSNI

Mary is a middle-aged woman with learning difficulties. She has bex
independently in warden-assisted accommodation but her general §
been very good, has begun to deteriorate and she has had to move it
She does not receive many visits, and her social interaction is mostI_:g
fellow residents, with whom she has become particularly friendly. €
died, however, and the other is about to move out. Normally cheerfi
Mary has now become depressed and occasionally aggressive. Her k COPYRIGHT
to her about how she feels, and what can be done to improve her sifi PROTECTED

g

When you have completed the role play, compare your impressions. In a 9
particular, how did the ‘client’ feel about the way the ‘key worker’ :
communicated (including use of language and non-verbal communication) Education
how did the ‘key worker’ feel that he or she might have approached the
conversation differently?
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Answers

Activity A2

Example

Gemma, a care worker at Willsdale Residential Home, was given a written wamh}!_‘.
lack of punctuality.

During his appointment at Parkway Health Centre, Mr Jones was shown how to @3
own dressings.

Greenview Children’s Centre was used to enable teenage mothers to share their c‘a
each other.

The teaching assistant at the Greenview Primary School hearing unit used sign lan
explain to Sam what he had to do.

The carer at Willsdale Residential Home helped Dorothy to complete an appllcatm
mobility allowance.

The teacher at Maycombe Special School explained the safety procedures to all the
helping with the outdoor activity.

Activity A3

Language:
Non-verbal communication:

Verbal communication:
Age-appropriate language:

Slang:

Non-discriminatory language:

Active listening:

Pace:
Clarity:
Pitch:
Tone:
Jargon:

Activity A5

A method of communication and the way it is u§
Communication using visual signals, such as bog
expressions, rather than words

Communication using words

Language that is right for the age of the person b
complex nor too simple

Words or phrases used in informal communicaﬁ'Q
understood by certain groups

Language that does not discriminate against cert
Showing a speaker that you are listening and uni
saying, by means such as gestures and expressid
The speed at which someone speaks

How distinctly a person speaks

How high or low the voice is on a musical scale’
The way the voice resonates when we speak
Words or phrases that only certain groups or p1g

There are no definitive answers, but you might include the following:

Her friend

Her tutor

Posture — moving gently closer to Sinita, leaning towards her to show supj
Facial expressions — showing sympathy
Position — sitting close to her, perhaps next to her

Physical contact — perhaps holding her hands or hugging her

Eye contact — keeping her eyes on Sinita to indicate interest and support

® Posture - sitting forward in his chair to show interest and sympathy

® Perhaps hand gestures to emphasise what he is saying
* Facial expressions — showing sympathy
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Position — keeping a slight distance so as not to invade her personal space
Eye contact — keeping his eyes on Sinita to indicate interest and to ensure
saying

(Note: Given their relationship, physical contact would probably not be ap

The doctor

professional relationship or lean forward to show interest and sympathy
Perhaps hand gestures to emphasise what she is saying

Facial expressions — showing sympathy

Position — keeping a slight distance, except when examining her

Physical contact — keeping it to a minimum, except when examining her
Eye contact — keeping her eyes on Sinita to indicate interest and support ar
understands what the doctor is saying

Activity A6

Skills required

Eye contact

Body language
Listening

Good relationships

A sense of humour

A positive outlook

A questioning approach

Activity B1

1. One of the patients the receptionist at Parkview Health Centre has to deal wil
eyesight who sometimes becomes confused, which leads her to become irratig

Methods
Preferred method of communication — speaking calmly and
reassuringly to minimise hostility, repeating sentences if necessary
Non-verbal communication — using non-threatening body language
and gestures, maintaining eye contact to ensure that the patient
understands what she is saying
Adapting the physical environment — finding a quiet area with the
minimum of external noise and good lighting

2. As part of her work experience at Greenview Children's Centre, Nadine has w

cannot understand complex language, becomes agitated by raised voices and
verbally.

Methods
Preferred method of communication — speaking slowly, quietly and
clearly, and using alternative methods of communication where
necessary
Preferred language — using simple language
Non-verbal communication — using smiles and other facial
expressions to reinforce language
Adapting the physical environment — perhaps closing doors and
windows to cut out external voices
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Sangar is a voluntary helper at Willsdale Residential Home. He is caring for a client who has suffered a stroke
and has difficulty with speech and language, and as a result becomes anxious and frustrated at his inability to
communicate.

Methods Benefits
*  Adapting the physical environment — ensuring that they are seated * Improved quality of care
in such a way that the client can see his facial expressions and make ¢ Reduced frustration
eye contact ® [ncreased involvement in
¢  Non-verbal communication — using eye contact and, where his care, and in the life of
appropriate, physical contact, such as holding a hand, to reassure the home

him

®  Preferred method of communication — using pictures and other
alternative methods of communication, and allowing time for him to
formulate his answers

tivity B2 v

thods of communication to overcome barriers
isible methods might include:
*  Getting down to the same level as young children or those in wheelchairs
Using clear, simple language when talking to children
Using non-verbal methods where appropriate
Maintaining eye contact and body proximity when talking to children
Discussing care plans with parents or carers
Recording all decisions

Signing and circulating all important documents to all parties
Having a clear process for communicating with staff and parents/carers
¢ Using clear, unambiguous language

fivity B3 v

What barriers to communicating with her is the head teacher likely to warn him about?

¢  She has a mental age of six.

*  Her muscular dystrophy means she needs physical help and support, which could affect the way in
which people communicate with her.

*  Her speech problems may affect her ability to express herself.

What are the likely effects of these barriers on Sarah?
Reduced access to the services

Limited understanding of what is communicated

Distress
Reduced social contact

How could these barriers be overcome?

* By making any instructions clear and simple

* By using touch, body language, pictures and other non-verbal methods of communication

e By exercising good listening skills and empathy, as well as using speech therapy, and by exercising
patience and giving her time to communicate and to respond

What would be the benefits for Sarah?

e Greater access to all that the school has to offer, owing to her improved ability to make her needs
understood

e  Reduction of emotional distress

e  Greater interaction with those around her

e Improved self-esteem
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Activity B4

1.  What barriers to communication does the receptionist identify?
Language

Lack of self-confidence

Hearing impairment

Visual impairment

Reluctance to discuss their problems in public
Patients’ anger and rudeness

2.  How does she try to overcome those barriers?

Trying to get a friend or family member to come with the patient to the &
Writing everything down and suggesting that the patient take it home af
Reassuring the patient, and allowing them to tell her in their own way 4t
Writing things down for those who are hard of hearing
Having signs in Braille for the visually impaired

Providing a special room where patients can talk about their problems ifi
Remaining calm when patients are angry and rude

3. What do you think are the benefits to patients if those barriers are removed?|
Possible benefits might include:

e Ability to get the right treatment without unnecessary delay

® Increased confidence in coming to the health centre
*  Reduced stress
¢ Greater self-esteem
e  Reduced frustration
Activity B5
Individual Possible barriers to communication How |
® sensory impairment, failing * usingal
Mrs Brown, eyesight books &
aged 92, who e distress, emotional issues * adaptify
attends a day e afailure to inform the day centre of active I
centre her medical needs * keeping
changés
® jargon, slang, a regional dialect or e human;
Refinder;a . accent . unders}:j
recent Sikh GEromyims prefe.:r(ﬂf
. . e cultural differences * confirm
immigrant i : ; : 1]
e distress, emotional issues informa
e active [i
* sensory impairment e undersf
misinterpretation of messages e active li
distress, emotional issues *  body ln
Jason, 16, who is . aliowh:g Co PYRIGHT
deaf e usingal PROTECTED
commu
. techno;}:,t
e  humani
e distress, emotional issues e body lai
Dan, 30, an ex- e environmental factors * adaptin | 9
soldier who is ® inappropriate behaviour, aggression shelter,
homeless e social isolation as a result of trauma e active li Q 9
e confirm ‘
* misinterpreting messages or . unders;‘;ﬁ Ed ucation
Mary, 9, who different sense of humour e body lai
has Down'’s ¢ misunderstanding owing to * repeatil
syndrome learning difficulties e confirm
® inappropriate behaviour
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