
Care Certificate
Standard 6 

Communication

Question 1

Understand the importance of effective communication at work

Describe the different ways that people communicate

[   ] There are verbal and non-verbal communication, facial expression and body language, 

[   ] There are verbal and non-verbal communication, facial expression and bad language, 

[   ] There are verbal and non-verbal communication, faecal expression and body language, 

[   ] There are gerbil and non-gerbil communication, facial expression and body language, 

Question 2

Understand the importance of effective communication at work

Describe how communication affects relationships at work

[   ] I like hyperbole, it makes me feel very important with my peers

[   ] I like complex language and jargon, it makes me feel superior

[   ] I like to say nothing, keep all the information to myself, then I am the centre of all
knowledge when required

[   ] I talk to people in thye appropriate language and at a speed and manner they would
understand and in a way that makes them feel part of the team

Question 3

Understand the importance of effective communication at work

Describe why it is important to observe and be receptive to an individual’s reactions when communicating with them

[   ] Non verbal communication and body language communicates more than verbal
communication, as reactions don't tell lies!

[   ] Body language is rubbish, have you ever heard a leg talk.

[   ] No verbal communication says it all, or perhaps it says nothing as it is non verbal, you
always smiled but in your eyes your sorrow shows. I don't understand it

[   ] I think therefore I am

Question 4
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Understand how to meet the communication and language needs, wishes and preferences of
individuals

Describe how to establish an individual’s communication and language needs, wishes and preferences

[   ] I establish a rapport, speak calmly and with empathy, I encourage two way
communication and speak in a manner and tone and in simple and appropriate
language, ensuring that at each point, I am meeting the individuals needs for
communication and understanding

[   ] I establish a rapport, speak calmly and with sympathy, I encourage two way
communication and speak in a manner and tone and in simple and appropriate
language, ensuring that at each point, I am meeting the individuals needs for
communication and understanding

[   ] I establish a rapport, speak calmly and with empathy, I discourage two way
communication and speak in a manner and tone and in simple and appropriate
language, ensuring that at each point, I am meeting the individuals needs for
communication and understanding

[   ] I establish a rapport, speak calmly and with empathy, I encourage two way
communication and speak in a manner and tone and in simple and inappropriate
language, ensuring that at each point, I am meeting the individuals needs for
communication and understanding

Question 5

Understand how to meet the communication and language needs, wishes and preferences of
individuals

List a range of communication methods and styles that could help meet an individual’s communication needs,
wishes and preferences

[   ]
Open Meeting
Emails
One on One, Use Presentations
Communication via Training
Display Confidence and Seriousness
Gesticulate
Be Appreciative

[   ]
Use Simple Words
Use Visuals
Listen to Your Team Members
Use Body Language
Act Out Your Message
Use The Appropriate Tone of Voice

[   ]
Avoid Unnecessary Repetition
Create a Receptive Atmosphere
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Be Humorous
Be Articulate
Avoid Mumbling
Encourage Feedback

[   ] All the above

Question 6

Understand how to promote effective communication

List barriers to effective communication

[   ] Physical Barriers – These barriers are those that separate people from each other and
mark territories. This type of barrier can often be seen in the workplace where offices
and closed doors stop communication.

Language Barriers – Not using words another can understand will certainly stop your
message from being conveyed. This not only applies to actual languages, but that of
expressions, buzz words, and other jargon. If one is not familiar with your language,
misinterpretation will occur.

Gender Barriers – Variation exists among masculine and feminine styles of
communication. While women often emphasize politeness, empathy, and rapport
building, male communication is often more direct. Meshing these two styles without
awareness could be become a barrier.

[   ] Perceptual Barriers – Different world views can create misunderstanding. Without
thinking, one might only view a message from their mindset rather than looking to see it
from another viewpoint.

Interpersonal Barriers – These are barriers are created to distance themselves from
others. These can be done through withdrawal, meaningless rituals which keep one
devoid of real contact, superficial activities through pastimes, and more.

[   ] Cultural Barriers – Ethnic, religious, and social differences can often create
misunderstandings when trying to communicate. These differences can also affect
perceptual factors, as mentioned above.

Emotional Barriers – Trouble listening can occur if one is consumed with emotion.
Hostility, anger, fear, and other emotions make it hard to hear outside of one’s self.

[   ] All of the above

Question 7

Understand how to promote effective communication

Describe ways to reduce barriers to effective communication

[   ] Maximise any Barriers to Communication. Try a variety of approaches if the message is
unclear. Always treat people the way you would wish to be treated if you needed the
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same form of action or advice as you would in that circumstance. Earn employees’ trust
and respect by acting in a professional manner. Set High standards for yourself and
follow the established method and Procedures. Personnel in a workplace communicate
with peers, managers, supervisors, members of the public, suppliers and others.
Barriers to communication can cause problems and misunderstanding with effective
communication. 

[   ] Minimise any Barriers to Communication. Try shouting approaches if the message is
unclear. Always treat people the way you would wish to be treated if you needed the
same form of action or advice as you would in that circumstance. Earn employees’ trust
and respect by acting in a professional manner. Set High standards for yourself and
follow the established method and Procedures. Personnel in a workplace communicate
with peers, managers, supervisors, members of the public, suppliers and others.
Barriers to communication can cause problems and misunderstanding with effective
communication.

[   ] Minimise any Barriers to Communication. Try a variety of approaches if the message is
unclear. Always treat people the way you would wish to be treated if you needed the
same form of action or advice as you would in that circumstance. Earn employees’ trust
and respect by acting in a professional manner. Set High standards for yourself and
follow the established method and Procedures. Personnel in a workplace communicate
with peers, managers, supervisors, members of the public, suppliers and others.
Barriers to communication can cause problems and misunderstanding with effective
communication.

[   ] Minimise any Barriers to Communication. Try a variety of approaches if the message is
unclear. Always treat people the way you would wish to be treated if you needed the
same form of action or advice as you would in that circumstance. Shun employees’ trust
and respect by acting in a professional manner. Set High standards for yourself and
follow the established method and Procedures. Personnel in a workplace communicate
with peers, managers, supervisors, members of the public, suppliers and others.
Barriers to communication can cause problems and misunderstanding with effective
communication.

Question 8

Understand how to promote effective communication

Describe how to check whether they (the HCSW/ASCW) have been understood

[   ] The worker should understand 

Being accountable by making sure you can answer for your actions or omissions.
Promote and uphold the privacy, dignity, rights, health and wellbeing of people who
use health and care services and their carers at all times.

[   ] The worker should understand

Working in collaboration with your colleagues to ensure the delivery of high quality,
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safe and compassionate healthcare, care and support.
Communicate in an open, and effective way to promote the health, safety and
wellbeing of people who use health and care services and their carers.

[   ] The worker should understand

Respecting a persons right to confidentiality
Strive to improve the quality of healthcare, care and support through continuing
professional development.
Uphold and promote equality, diversity and inclusion

[   ] All the above

Question 9

Understand how to promote effective communication

Describe where to find information and support or services, to help them communicate more effectively

[   ]
Home staff and Managers
Families and Friends
Social Workers and other professionals
Toilet walls
internet
Television and televisual aids
Books and Magazines
Specialist Speech and Language workers

[   ]
Home staff and Managers
Families and Friends
Social Workers and other professionals
Newsletter and memo's
internet
Television and televisual aids
Books and Magazines
Specialist Speech and Language workers

[   ]
Home staff and Managers
Families and Friends
Social Workers and other professionals
Newsletter and memo's
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Fag packets
Television and televisual aids
Books and Magazines
Specialist Speech and Language workers

[   ]
Home staff and Managers
Families and Friends
Social Workers and other professionals
Newsletter and memo's
internet
Television and televisual aids
Dental Floss
Specialist Speech and Language workers

Question 10

Understand the principles and practices relating to confidentiality

Describe what confidentiality means in relation to their role

[   ] Confidentiality means keeping information safe and private.,all your health information
confidential, including:

nothing you say
information someone writes about you, and
details of any treatment you have had.

[   ] Confidentiality means keeping information safe and private.,all your health information
confidential, including:

anything you say
open Facebook information someone writes about you, and
details of any treatment you have had.

[   ] Confidentiality means keeping information safe and private.,all your health information
confidential, including:

anything you say
information someone writes about you, and
details of any treatment you have had discussed with the newspapers.

[   ] Confidentiality means keeping information safe and private.,all your health information
confidential, including:

anything you say
information someone writes about you, and
details of any treatment you have had.

Question 11
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Understand the principles and practices relating to confidentiality

List any legislation and agreed ways of working to maintain confidentiality in day-to-day communication

[   ] Data Protection Act 1998
Health and Social care act 2012 (as amended)
Code of Practice for social care workers
The Homes Confidentiality Policy
Human Wrongs Act

[   ] Data Protection Act 1998
Health and Social care act 2012 (as amended)
Code of Practice for social care workers
The Homes Confidentiality Policy
Human Rights Act

[   ] Data Projection Act 1998
Health and Social care act 2012 (as amended)
Code of Practice for social care workers
The Homes Confidentiality Policy
Human Rights Act

[   ] Data Protection Act 1998
Health and Social care act 2012 (as amended)
Code of Practice for social care workers
The Homes Confidentiality openness Policy
Human Rights Act

Question 12

Understand the principles and practices relating to confidentiality

Describe situations where information, normally considered to be confidential, might need to be passed on 

[   ] Situations of self harm, or harm to others must override confidentiality and discussed
with those who would need to know, i.e. doctors, police families etc

[   ] Situations of self charm, or charm to others must override confidentiality and discussed
with those who would need to know, i.e. doctors, police families etc

[   ] Situations of self harm, or harm to others must override confidentiality and discussed
with those who would need to know, i.e. dockers, police families etc

[   ] Situations of self harm, or harm to others must override confidentiality and discussed
with those who would need to knowi.e actors, police families etc

Question 13

Understand the importance of effective communication at work

Describe the different ways that people communicate

[   ] Verbally
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[   ] Non Verbally

[   ] Body Language

[   ] All the above

Question 14

Understand the principles and practices relating to confidentiality

Describe how communication affects relationships at work

[   ] Good communications leads to no-good working practices, care, support and
relationships

[   ] Good communications leads to good working practices, poor care, support and
relationships

[   ] Good communications leads to good working practices, care, support and relationships

[   ] Good communications leads to good working practices, care, support and bad
relationships

Question 15

Understand the principles and practices relating to confidentiality

Describe why it is important to observe and be receptive to an individual’s reactions when communicating with them

[   ] Receptive language means the ability to understand or comprehend language heard or
read. Expressive language means being able to put thoughts into words and sentences,
in a way that makes sense and is grammatically accurate. Receptive language is morte
likely to ensure good communication

[   ] Willing to consider or accept new suggestions and ideas such as being unwilling to
appreciate anything or anyone

[   ] Deceptive language  means giving an appearance or impression different from the true
one; misleading. Such as honesty, trust and goodwill

[   ] I like a good reception, it makes for  a great party after the wedding

Question 16

Understand the principles and practices relating to confidentiality

Describe who they should ask for advice and support about confidentiality

[   ] I would ask the village fool, he would be great for a good laugh

[   ] I would ask the shoe shine boy, he seems to know what is 'on the street' in the films I
watch

[   ] I would ask an appropriate person, it could be a worker, manager or someone relevant
to the confidentiality issue

[   ] I normally ask the first person I see, especially when I wake up and look in the mirror
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Question 17

Be aware of the different reasons why people communicate

Only one answer is correct

[   ] Communication is only made by conversation

[   ] Communication ionly made by facial expression

[   ] Communication is only made with body language

[   ] Communication is made up of all the above

Question 18

Understand how communication affects relationships in the work setting

Only one answer is correct

[   ] I knew they were happy as they were monosyllabic and vacant

[   ] They looked me in the eye and I knew they were not telling the truth

[   ] I smiled, held out my hand and let the client know I would help

[   ] I put two fingers up and said I would help

Question 19

Know why it is important to observe an individuals reactions when communicating with them

Only one answer is correct

[   ] You always smiled but in your eyes your sorrow showed

[   ] They said they were sad with my loss, then smiled and looked vague

[   ] We all agreed a plan, although it was clear they did not want to go ahead

[   ] I know exactly how they think, I have a psychology degree

Question 20

Know how to establish an individuals communication language needs, wishes and
preferences

Only one is correct

[   ] I told them what to expect

[   ] They told me what they wanted and I said that's fine, I do not think

[   ] We drew up a plan that meets their needs, which was accurate, relevant, current and
efective

[   ] My role is to stick with the wish list and not deviate from it

Question 21

Understand a range of communication methods and styles that could be help meet an
individuals communication needs, wishes and preferences
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Only one is correct

[   ] Shouting often brings out the best in people

[   ] They wanted to gesticulate and I held their hands down

[   ] All communication has meaning and purpose

[   ] They refused to speak to me, so I refused to speak to them

Question 22

Recognise barriers to effective communications

Only one answer is correct

[   ] As they spoke, I opened the car window and listened to the cars going by

[   ] The room was cold and dull, so I closed the curtain and proceeded ton speak

[   ] Each time they spoke, I talked over them

[   ] The room was light, I brought some tea and biscuits, (and some tissues) and began to
listen 

Question 23

Be aware of ways to reduce barriers to effective communication

Only one answer is correct

[   ] The individual had sight issues, so I brought in some large print books and gave them to
the individual

[   ] I wore a religious head-dress, and wore a kilt, whist speaking in an unrelated language
and accent 

[   ] I said to the chap with a pacemaker that we could talk whilst jogging

[   ] They said they were cultured,so I got a culture plate from the lab, got  a specimen and
told the individual it will take a few days to get a result

Question 24

Know how to check communication has been understood to minimise misunderstandings
when communicating

Only one answer is correct

[   ] We checked the care plan and both disagreed with the statements, and then signed and
dated the report

[   ] We checked the care plan and both agreed with the statements, and then signed and
dated the report

[   ] We checked the care plan and both agreed with the statements, and then refused to
sign and date the report

[   ] We checked the care plan and neither agreed with the statements, and then designed
and falsely dated the report

 10 / 12



Question 25

Be aware of sources of information and support or services to enable more effective
communication

Only one answer is correct

[   ] I gave the individual a book on their illness, it was 35 years old so it was both helpful,
dont you think and historical

[   ] I gave information about the illness from a promotional brochure I found at the cinema, I
cant say I enjoyed the film

[   ] I was ble to give the individual information downloaded from an appropriate source
which had authenticity

[   ] I let the individual know that I visit a quack who understands my medical condition

Question 26

Understand what confidentiality means in your work role

Only one answer is correct

[   ] Only those who have the right to access information should be able to view it

[   ] Sometimes I out conversations I have with individuals I care for, but not ofetntell my
friend s ab

[   ] I spoke about a situation at work with a client whilst buying a pasty in a well known high
street sandwich and snack outlet

[   ] I would not share information with anyone, even if the individual told me they are suicidal

Question 27

Be aware of ways to maintain confidentiality in day to day communication

Only one answer is correct

[   ] I communicate through gossip an innuendo 

[   ] I have a facebook page for my organisation, and all individuals sign to say they are
happy for photo's of them to be displayed there when we are promoting our activities,
unless there are capacity issues

[   ] I have a facebook page for my organisation, and all individuals do not sign to say they
are happy for photo's of them to be displayed there when we are promoting our
activities, even with there are capacity issues

[   ] Confidentiality Is irrelevant in my working practice 

Question 28

Be aware of situations where information normally considered to be confidential might need to
nbe passed on

Only one answer is correct
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[   ] The client said tom me that they may self harm, so i went home before it happened

[   ] The client stated in confidentiality that they felt like harming someone, so I said I would
ponder the consequesnces

[   ] The client stated in confidentiality that they were suicidal, I told them their secret was
safe with me

[   ] The  individual told me in confidence that they were going to harm their children, I
informed the staff immediately

Question 29

Explain how, and when and from whom ton seek advice about confidentiality

I would ask an staff member about the confidentiality matter

[   ] I would ask an inappropriate staff member about the confidentiality matter

[   ] I would not ask an staff member about the confidentiality matter

[   ] I would not ask an ex-staff member about the confidentiality matter

[   ] I would ask an staff member about the confidentiality matter
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