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DETERMINE THE NATURE & SCOPE OF 
COMMUNICATION DIFFERENCES



When a disagreement happens, or when an individual feels harmed 
or upset, a complaints form is filled in with the complaint raised, 
signed and dated.

The complaints procedure is located in the Home

Following a complaint, the Person in Charge or their nominated 
deputy instigates an investigation and takes statements from those 
involved. 



Where an issue is urgent, then statements may have to be taken 
when an employee is off duty, or when on night duty, contact 
them by day.

When the complaint has been investigated and the complainant 
signs to state they are happy that the problem has been resolved. 

Where they are dissatisfied then they can sign to state they are 
dissatisfied. 



The Complaints procedure advises on names, telephone numbers and 
addresses that can be contacted if they wish to take it further

All Complaints forms and other statements will be fully completed, 
accurate signed and dated in each case.



The letter from the Person in Charge to the Complainant should have a 
statement to say all the evidence has been investigated and the 
conclusion reached is a result of that evidence

Where possible, ways of making communications to prevent future 
complaints should be agreed by the parties involved.



CONTRIBUTE TO EFFECTIVE COMMUNICATION WHEN 
THERE ARE COMMUNICATION DIFFERENCES



All people, whether with all faculties, minor or severe disabilities, ethnic, 
religious, cultural differences or social and / or psychological deficits are 
equal under law and respect must be paid to them as individuals, with 
their beliefs and preferences being accepted within the law.

It is important when communicating with individuals that it is at a level of 
pace and understanding that ensures the message is understood, and 
terminology is used appropriately to aid that understanding



Where there are specific confidential matters, the communication should 
be in private, with only those who need to be involved being so, and the 
room and seating be appropriate to the setting.

When using equipment to aid communication, it is essential that the 
equipment is tested to ensure the message is relayed effectively, eg. an 
overhead projector is of no value if the internal light source is not 
working.



Communication is aided when diverse elements are included, such as 
position, facial expression, tone of voice, empathy and body language 
is used.

Communication in the Home is relayed through Handover meetings, 
Management Meetings, Employee Meetings, ad hoc meetings plus 
written Policies and Procedures.



When there is a communication, a response must be made that 
ensures that an appropriate answer or indication of a decision 
will be made.

All Care Plans, Accident Reports, Violent Incidents and 
Handover forms are signed by the appropriate person to prove 
the accuracy of the account of what has happened or what is to 
happen.



Diploma’s are training programmes that communicate good practice 
and are supervised through communication between the candidate 
and the assessor. As it is ongoing it is monitored by all those 
involved, including the external verifier.

Where there is a disagreement between the Diploma candidate and 
the assessor, the appeals procedure allows another allocated person 
to judge whether the assessor’s decision is right or wrong.

All recording of Diploma’s are accurate, legible and complete, signed 
by both the candidate and the assessor.
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