DK3V 04 (HSC21)
Communicate with, and complete records for individuals


Elements of competence

	HSC21.1
	Work with individuals and others to identify the best forms of communication

	HSC21.2
	Listen and respond to individuals’ questions and concerns

	HSC21.3
	Communicate with individuals

	HSC21.4

	Access and update records and reports


About this Unit

This Unit is for you if you work directly with individuals  using any health,  social or care services.
Scope 
The scope is here to give you guidance on possible areas to be covered in this Unit. The terms in this section give you a list of options linked with items in the performance criteria. You need to provide evidence for any option related to your work area.

Appropriate people could include: line manager; people responsible for records.

Communication and language needs and preferences include: the individual’s preferred spoken language and the use of signs; symbols; pictures; writing; objects of reference; communication passports; other non verbal forms of communication; human and technological aids to communication.

Extra support can include the use of: key people; interpreters; translators; signers; specialist equipment to aid the individual’s communication abilities.

Key people cover family, friends, carers and others with whom the individual has a supportive relationship.
Seek information from:  the individual; key people; colleagues; records; 
Taking appropriate action could include: repeating the message; getting individuals to repeat the message; using alternative forms of communication; seeking and acquiring additional help from key people and/or others within and outside your organisation.

Your knowledge and understanding will be specifically related to legal requirements and codes of practice applicable to your job; your work activities; the job you are doing (eg domiciliary, residential care, health care, hospital settings) and the individuals you are working with.

Values underpinning the whole of the Unit

The values underpinning this Unit have been derived from the key purpose statement
, the statement of expectations from carers and people receiving services, relevant service standards and codes of practice for health and social care in the four UK countries. They can be found in the principles of care Unit HSC24.  To achieve this Unit you must demonstrate that you have applied the principles of care outlined in Unit HSC24 in your practice and through your knowledge. 

Evidence Requirements for the Unit

It is essential that you adhere to the Evidence Requirements for this Unit – please see details overleaf.

	SPECIFIC Evidence Requirements for this unit

	Simulation:

	· Simulation is NOT permitted for any part of this unit

	The following forms of evidence ARE mandatory:

	Direct Observation:  Your assessor must observe you in real activities which provide a significant amount of the performance criteria for most of the elements in this unit.  For example the ways that you find out how to communicate with an individual and how you checked with that individual what method of communication they are comfortable with, this could be by means of signing or it could simply be the kind of language you use and ensuring that you speak simply and clearly.
· Reflective Account/Professional Discussion: You should describe your actions in a particular situation and explain why you did things.  For example you could write or talk to your assessor about the ways you get information from an individual, explaining how you listen and check that you have understood what that person wants, you will also have to say why listening and checking your understanding are important.


	Competence of performance and knowledge could also be demonstrated using a variety of evidence from the following:

	· Questioning/professional discussion: May be used to provide evidence of knowledge, legislation, policies and procedures which cannot be fully evidenced through direct observation or reflective accounts.  In addition the assessor or expert witness may also ask questions to clarify aspects of your practice.

· Witness testimony: Can be a confirmation/authentication of the activities described in your evidence which your assessor has not seen.  This could be provided by a work colleague or service user.

· Products: These might be a record that you would normally use within your work role for example a Care Plan for an individual, an accident/incident book entry, or other notes you have to keep to pass on to other members of staff.

You need not put confidential records in your portfolio, they can remain where they are normally stored and be checked by your assessor and internal verifier. If you do include them in your portfolio all names and identifying information must be removed to ensure confidentiality.


These may also be assignments/projects: You may have been on a course where 


you studied communication skills or report writing and have completed some 
assessment at the end of the course, you can use this as evidence of knowledge.



	GENERAL GUIDANCE

	· Prior to commencing this unit you should agree and complete an assessment plan with your assessor which details the assessment methods you will be using, and the tasks you will be undertaking to demonstrate your competence.

· Evidence must be provided for ALL of the performance criteria, ALL of the knowledge and the parts of the scope that are relevant to your job role.

· The evidence must reflect the policies and procedures of your workplace and be linked to current legislation, values and the principles of best practice within the Care Sector.  This will include the National Service Standards for your areas of work and the individuals you care for.

· All evidence must relate to your own work practice.




This is a mandatory unit and as such Direct Observation MUST be carried out by an assessor.  Expert Witnesses could supply additional evidence.

Knowledge Specification for this Unit

Competent practice is a combination of the application of skills and knowledge informed by values and ethics. This specification details the knowledge and understanding required to carry out competent practice in the performance described in this Unit.

When using this specification it is important to read the knowledge requirements in relation to expectations and requirements of your job role.

You need to provide evidence for ALL knowledge points listed below.  There are a variety of ways this can be achieved so it is essential that you read the ‘knowledge evidence’ section of the Assessment Guidance.

	You need to show that you know, understand and can apply in practice:
	Enter Evidence Numbers

	Values
	

	1
Legal and organisational requirements on equality, diversity, discrimination and rights when communicating with and completing records and reports about individuals.
	

	2
How to provide active support to enable individuals to communicate their needs, views and preferences.
	

	3
Methods and ways of communicating that:

(a)
support equality and diversity

(b)
support the rights of people to communicate in their preferred method, media and language

(c)
are effective when dealing with, and challenging discrimination when communicating with, individuals and key people
	

	Legislation and organisational policy and procedures
	

	4
Codes of practice and conduct, and standards and guidance relevant to your own and the roles, responsibilities, accountability and duties of others when communicating with and completing records and reports about individuals.
	

	5
Current local, UK legislation, and organisational requirements, procedures and practices for:

(a)
accessing records and information about an individual’s communication and language needs and preferences

(b)
recording, reporting, confidentiality and sharing information, including data protection

(c)
communicating with individuals
	

	Theory and practice
	

	6
Actions to take when you observe any key changes in the individual’s communication skills and abilities; what they are trying to communicate and in their learning.
	

	7
Factors that can affect the communication skills, abilities and development of the individuals with whom you are working.
	

	8
Ways to communicate with the people you work with, how to find out about the individual’s communication and language needs, wishes and preferences.
	


	You need to show that you know, understand and can apply in practice:
	Enter Evidence Numbers

	9
The importance of:

(a)
focusing on the individual

(b)
active listening

(c)
space and positioning when communicating

(d)
body language and eye contact when communicating

(e)
giving individuals sufficient time to communicate

(f)
using the individual’s preferred means of communication and language

(g)
checking that you and the individuals understand what has been communicated

(h)
how to adapt the way you communicate
	

	10
Recording and reporting requirements for individuals and for your activities.
	

	11
Where, why and how to get permissions to access records and reports.
	

	12
How to, and why you need to report and/or complete records accurately, comprehensively and in ways that can be understood by those who need to access and use the records and reports.
	

	13
The reasons for ensuring confidentiality and security of records and reports.
	

	14
How to and why you need to share information with individuals, key people and others.
	


HSC21.1
Work with individuals and others to identify the best forms of communication

	Performance criteria

	
	DO
	RA
	EW 
	Q
	P
	WT

	1
You seek information and advice about individuals specific communication and language needs and preferences.
	
	
	
	
	
	

	2
You confirm with individuals their preferred methods of communication and language and any changes in their needs.
	
	
	
	
	
	

	3
You review your communication skills to see if they are suitable to meet the needs and preferences of individuals.
	
	
	
	
	
	

	4
Where necessary, you seek extra support to ensure that:

(a)
you are able to communicate with, and understand the individual’s views and wishes

(b)
individuals’ are able to communicate with and understand you
	
	
	
	
	
	

	5
You record and/or report and share information about individual’s communication and language needs and preferences, within confidentiality agreements and according to legal and organisational requirements.
	
	
	
	
	
	


HSC21.2
Listen and respond to individual’s questions and concerns

	Performance criteria

	
	DO
	RA
	EW 
	Q
	P
	WT

	1
You check and take appropriate action to ensure  individuals have the support they need to communicate their views, wishes and preferences.
	
	
	
	
	
	

	2
You position yourself so that:

(a)
you can understand what individuals and key people are trying to convey

(b)
individuals and key people can understand what you have communicated
	
	
	
	
	
	

	3
You use appropriate body language, eye contact, tone of voice and methods of listening that actively encourage individuals and key people to communicate.
	
	
	
	
	
	

	4
You give individuals sufficient time to communicate without interrupting or finishing off their communication
	
	
	
	
	
	


DO = Direct Observation

RA = Reflective Account

Q = Questions

EW = Expert Witness 

P = Product (Work)

WT = Witness Testimony

HSC21.2
Listen and respond to individual’s questions and concerns (cont)

	Performance criteria

	
	DO
	RA
	EW 
	Q
	P
	WT

	5
You concentrate, listen and respond appropriately when you are communicating with the individuals and key people.
	
	
	
	
	
	

	6
You respond appropriately to any questions and concerns that individuals and key people have.
	
	
	
	
	
	

	7
You seek additional advice and support for individual’s and key people’s questions and concerns that are beyond your competence to deal with.
	
	
	
	
	
	


HSC21.3 Communicate with individuals

	Performance criteria

	
	DO
	RA
	EW 
	Q
	P
	WT

	1
support individuals to use their preferred means of communication and language.
	
	
	
	
	
	

	2
You communicate with individuals and key people at a pace, in a manner, and at a level appropriate to the individuals’ understanding, needs and preferences.
	
	
	
	
	
	

	3
You provide active support to enable individuals to communicate and participate in communications.
	
	
	
	
	
	

	4
You ensure the focus of the communication is with the individual whilst acknowledging the input from others.
	
	
	
	
	
	

	5
You adapt your communications:

(a)
to meet the individual’s changing needs and preferences

(b)
when individuals and key people have difficulty understanding what you want to communicate
	
	
	
	
	
	

	6
At the appropriate times within the communication, you:

(a)
clarify points and check that you understand what is being communicated

(b)
confirm/check that individuals and key people understand what you are saying
	
	
	
	
	
	

	7
You take appropriate action to address any misunderstandings.
	
	
	
	
	
	

	8
You respect the individual’s and key people’s rights to confidentiality of information, within legal and organisational procedures
	
	
	
	
	
	


DO = Direct Observation

RA = Reflective Account

Q = Questions

EW = Expert Witness 

P = Product (Work)

WT = Witness Testimony

HSC21.3 Communicate with individuals (cont)

	Performance criteria

	
	DO
	RA
	EW 
	Q
	P
	WT

	9
report or record what you have done, any problems you have had and any outcomes arising from the communications, within confidentiality agreements and according to legal and organisational requirements.
	
	
	
	
	
	


HSC21.4 Access and update records and reports

	Performance criteria

	
	DO
	RA
	EW 
	Q
	P
	WT

	1
You seek permission from the appropriate people to access records where needed.
	
	
	
	
	
	

	2
You access and complete the correct records according to:

(a)
confidentiality agreements

(b)
legal requirements

(c)
organisational policies, procedures and practices

(d)
the activities you have undertaken
	
	
	
	
	
	

	3
record or pass on information about  individual’s needs and preferences, including those about language and communication
	
	
	
	
	
	

	4
You report accurate and sufficient information to the appropriate people, about:

(a)
any problems you had carrying out the care of individuals and what you did about these

(b)
any signs and symptoms that indicate changes in individuals condition and care needs

(c)
any difficulties you have in accessing and updating records and reports
	
	
	
	
	
	

	5
 support individuals to understand why and what you have reported and recorded.
	
	
	
	
	
	

	6
ensure the security of access to records and reports according to legal and organisational procedures.
	
	
	
	
	
	


DO = Direct Observation

RA = Reflective Account

Q = Questions

EW = Expert Witness 

P = Product (Work)

WT = Witness Testimony

	To be completed by the Candidate

I SUBMIT THIS AS A COMPLETE UNIT

Candidate’s name: ……………………………………………

Candidate’s signature: ………………………………………..

Date: …………………………………………………………..




	To be completed by the Assessor

It is a shared responsibility of both the candidate and assessor to claim evidence, however, it is the responsibility of the assessor to ensure the accuracy/validity of each evidence claim and make the final decision.

I certify that sufficient evidence has been produced to meet all the elements, pcS AND KNOWLEDGE OF THIS UNIT. 

Assessor’s name: ……………………………………………

Assessor’s signature: ………………………………………..

Date: ………………………………………………………….




	Assessor/Internal Verifier Feedback




	To be completed by the Internal Verifier if applicable

This section only needs to be completed if the Unit is sampled by the Internal Verifier

Internal Verifier’s name: ……………………………………………

Internal Verifier’s signature: ………………………………………..

Date: ……………………………..…………………………………..













� 	The key purpose identified for those working in health and social care settings is “to provide an integrated, ethical and inclusive service, which meets agreed needs and outcomes of people requiring health and/or social care”
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