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How to use this book

This textbook covers all nine mandatory units for the City & Guilds Level 2 Diploma in Care.

Key features of the book
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Learning outcomes

LO1: Understand why communication is important in the work setting

LO2: Be able to meet the communication and language needs, wishes and preferences of individuals
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Learn about what you are going to cover in each unit.

AC 1.1 Identify different reasons why people communicate

What is communication?

When you communicate, you are:

Learning outcomes and assessment criteria are clearly stated and fully mapped to the specification.
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Getting started

Think about a time when you have been outside your care setting, perhaps at a party or in a noisy environment when you were with a friend? How did the environment affect your communication?
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Short activity or discussion to introduce you to the topic.
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[image: ] Key terms

RNIB stands for the Royal National Institute of Blind People. This is a UK charity that provides information, advice, practical and emotional support to people affected by sight loss.
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Understand important terms and concepts.
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[image: ] Reflect on it

3.1 Barriers

Reflect on the different people you communicate with in your work setting. What barriers are there to communicating effectively with each person?
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Learn to reflect on your own experiences, skills and practice, and develop the skills necessary to become a reflective practitioner.


[image: ]

Research it

3.2 Reducing barriers

Research ways of reducing communication barriers in the environment. You might like to look at the following website for useful tips

Royal College of Nursing, First Steps, Barriers to communication:

http://rcnhca.org.uk/top-page-001/barriers-to-communication
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Enhance your understanding of topics with research-led activities encouraging you to explore an area in more detail.
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Evidence opportunity

4.4 When to seek advice and why

Discuss with your manager when it may be necessary to seek advice about confidentiality in your work setting and the reasons why.
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Test your understanding of the assessment criteria, apply your knowledge and generate evidence.
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Useful advice and tips for best practice.
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Courage

Courage is required when speaking up for an individual. Not doing so may put the individual at risk and may mean that their communication and language needs,
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Understand how each of the 6Cs (care, compassion, competence, communication, courage and commitment) can be applied in each unit.
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[image: ] Case study

2.3 Seeking advice about communication

Riya is new to care and has recently begun working as a domiciliary care worker providing care and support to older adults living in their own homes. Her main tasks and responsibilities

[image: ]



Learn about real-life scenarios and think about issues you may face in the workplace.
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Test your understanding of some of the knowledge, skills and behaviours you need at the end of each learning outcome.
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Explore examples of reflective accounts tailored to the content of the unit and understand how you can write your own accounts.
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Summaries of all the activities in the unit that can be used to show your knowledge and skills for the assessment criteria. This also includes other suggestions for using the activities and presenting your knowledge and skills. These are suggestions and your assessor will be able to provide more guidance on how you can evidence your knowledge and skills.
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Summaries of legislation relevant to the study of each unit.

Resources for further reading and research

Books

Butler, S.J. (2004) Hearing and Sight Loss – A Handbook for Professional Carers, Age Concern

Weblinks

www.alzheimers.org.uk Alzheimer’s Society – information on communication methods and strategies to use with individuals who have Alzheimer’s disease

Includes references to books, websites and other sources for further reading and research.


Introduction

The qualification

Becoming a care worker is a choice that people make at different points in their life. Perhaps you decided you wanted to become a care worker when you were at school, or perhaps you have had a role in another profession and made the decision later in life. Whenever you made the decision to enter the care profession, for whatever reason, or whether you decided to work in a residential care home or assist someone to live independently in their own home, it is certain that the profession you are entering is a rewarding one; one where you provide a valuable service to those you care for.

In order to achieve the Level 2 Diploma in Care, you need to be in a job role where you provide care and support; for example you may be an adult care worker, support worker or personal assistant.

This book contains all nine mandatory units that you will need to complete for the City & Guilds Level 2 Diploma in Care. The mandatory units cover safeguarding and protection, your responsibilities as a care worker, communication, the duty of care you have to those you support, how you must handle information, your personal development, equality and inclusion, health, safety and well-being and person-centred approaches which are so key to ensuring the individual is at the centre of the support you provide.

You will also need to complete a number of optional units to achieve the diploma. Some popular optional units are available online at: www.hoddereducation.co.uk/cityandguilds/adultcareextras

The qualification will allow you to learn, develop and demonstrate the skills and knowledge required for employment and/or career progression in healthcare and adult care settings. The qualification is also linked to the following Trailblazer Apprenticeships:


•  Adult Care Worker (mandatory in the standard)

•  Healthcare Support Worker (optional for on programme).



Study skills

To complete the diploma to the best of your ability, you will need to ensure you develop the skills that are essential not only in providing high-quality care in the setting, but also when preparing assignments and documentation for your portfolio and other assessments. Here, we briefly discuss some of the skills that you will need to learn and develop for study as you progress through the diploma.

Spelling, punctuation, grammar

Being able to clearly express what you want to say is essential for good communication and ensuring others understand you. In your role, it is likely that you will write letters, reports and add notes to care or support plans and documents that will be seen by others. Ensuring that the information in these documents can be easily understood is important so that others are able to understand what is written and to ensure efficient practice. It also means that those you work with will view you as someone who is competent with good command of vocabulary, spelling, punctuation and grammar; this will reflect positively on you as a professional. Writing in full sentences, placing words in sentences in the correct order and using the correct punctuation shows that you take pride in your work. You will also need to apply these skills when you provide evidence and assignments for your portfolio so that you are able to demonstrate your knowledge and convey this in a grammatically correct, clear and accessible way.

Skills of reflection

Reflection is one of the key skills you will need to develop as a care worker. It encourages you to think back on your practice and consolidate what you have learned so that you can make changes and improvements. It involves thinking back over a situation or event that happened and understanding what you gained from the experience and the improvements or changes you will make, or have already made. For example, you may have attended a training update on safeguarding and, as a result, gained a greater insight into your role and the responsibilities for safeguarding individuals from abuse. This in turn means that your awareness on how to do this in your day-to-day work activities has been raised.

It is important to remember that reflecting involves thinking about what did not go well but also what did go well. It can be very tempting to just think about the negatives, and what went badly in a situation. This, of course, will help you to improve. However, it is important to think positively, and also focus on what went well so that you are able to repeat your behaviour and skills in other situations and also pass on good practice. In this way, you are always developing in your role and providing the best possible care which is why it is so important that you take time to reflect.

In each of the units, you will find an example of a reflective account. These will guide you with the different steps involved in writing your own reflective accounts, including:


•  an introduction that sets the scene

•  an account of the occasion, details of what happened

•  a reflection of what worked well

•  a reflection of what did not go as well

•  a reflection of what you could do to improve

•  all the assessment criteria it is directly linked to.



Research

Research involves exploring and finding out information about a topic to further develop your knowledge and understanding of it. Depending on the topic, research can be carried out in different ways such as by using the internet, books and/or journals. You are likely to use research skills not only for studying for this qualification but also in your personal life and at work. For example, you may have carried out research in relation to the best restaurant to go to in your local area or you may have been asked to explore different activities that an individual you care for can participate in at work. In health and/or social care, there are many examples of how and why research is used. For example, to find a cure for Alzheimer’s, to gain a better understanding of diabetes or to find out how to improve work practices when supporting individuals with care or support needs.

If you think about an occasion when you successfully carried out research, you will have used a range of different skills and have gone through a process to be able to carry it out effectively. You would have begun by thinking about the purpose of carrying out the research, what you wanted to find out and why. You would then have set out a plan for how to do this, including deciding on the methods of collating the information, the sources of information to use and a timescale for doing this. You would then have moved on to collating the information, interpreting the information you collated before finally reviewing your research against the original purpose of your research and presenting your findings. In this way, you are able to develop your knowledge and skills beyond the setting and discover new, up-to-date background information which will help you to keep on top of what is happening in your profession and related stories.

Reading

In your role, you will read various documents; it might be this textbook, news articles as part of research or care plans, for example. You will therefore need to know when you need to read documents in depth, and when you can ‘skim’ read. Skim reading refers to reading to gain an overview or insight into the context of a topic. For example, you may ‘skim’ through a unit by reading the introduction or titles of each section to gain an insight into what the unit is about. However, in order to fully understand the unit and content of any document, you will need to carefully read the content in detail and not just the key points like when you skim read. It is important that you understand when you should read documents in detail and when you can skim read.

Time management

Managing your time effectively involves being able to achieve timescales set for the completion of, for example, assignments. This means being able to complete them on time whilst not compromising on the quality of your work, and allowing yourself enough time. To be able to manage your time effectively you need to be realistic about what you can and cannot do. There is no point in setting yourself an unrealistic target; not only will you not achieve this but not doing so will make you feel negative about yourself. Planning how to best manage your time is key! Perhaps you have children so you plan to study in the evenings or night when they have gone to bed and you have no distractions, or perhaps you care for a family member and find mornings a better time to study. Make a plan and stick to it by ensuring you review it from time to time to check that you are on track.

Referencing

Referencing the work and ideas of others means that you will not be plagiarising (a topic you will learn more about below). Referencing shows that you have carried out research in detail, and that you have read widely. It also shows that you have thought about and connected the ideas of others such as theorists and authors. It means you can show that you have a valid and credible basis for your work and ideas. Referencing also enables those reading your work to explore in more detail the topic you have referenced and to find out more about it.

Plagiarism

Plagiarism occurs when you do not acknowledge the work or ideas of others and claim that it is your own. This is unethical and illegal and has serious consequences including not being allowed to continue to study for your qualification. Therefore, referencing the work and ideas of others when submitting your work and assignments is a must.

Command words

The knowledge-based command words that you will find across this book and the specification will include ‘describe’, ‘explain’ and ‘identify’ for example, and will set out what you are expected to know or understand. The skills-based command words will include ‘demonstrate’ and ‘use’, for example, and these will set out what you will be expected to do or show through your work practice. Your assessor will be able to provide more guidance on the definitions of command words.

Assignments and work products

Work products

Work products can include plans and records of what you have produced during your everyday work activities. For example, you may have evidence of a social activity you carried out with an individual in the form of a short video film, or an entry you made in the daily report book about the assistance you provided to an individual with care or support needs with regard to eating and drinking.

Work products may also include other records that you and others may contribute to such as your supervision record (you and your manager would discuss this) or an individual’s risk assessment (you and your colleagues would contribute to this). Sometimes work products can be included in your portfolio, but you should speak to your assessor who will be able to provide more guidance on this.

You will also need to ensure confidentiality when you include any work products in your portfolio that relate to an individual you care for or others including the individual’s family, friends, or those you work with.

Assignments

Assignments are opportunities for you to show how you apply the knowledge and skills you have gained during your studies. An assignment could include a scenario or a brief that sets out the tasks that you are required to complete. For example, you may be given a scenario of an individual with care needs who discloses that they are being abused; you may be tasked with showing your knowledge and understanding of what actions to take when an individual makes a disclosure of abuse and how to report it. Or you may be given a brief that requires you to plan and deliver a recreational activity with an individual. You will also be asked to demonstrate skills as part of other tasks.

Assessment

How will I be assessed?

In order to achieve the Level 2 Diploma in Care, you will need to have a completed portfolio of evidence covering the assessment criteria for each unit that you study, including the mandatory and optional units required. City & Guilds advise that the majority of assessment for this competence-based qualification will take place in the workplace under real work conditions.

The portfolio will contain evidence of your knowledge, skills and behaviours. The portfolio can be a physical paper-based file or a digital e-portfolio, and can include personal statements, reflective accounts, records of discussions, witness testimonies, assignments and work products, some of which we discuss below.

Observations

These are real-life observations of your practices in the setting where you work and will more often than not be carried out by your assessor.

Your assessor

Your assessor will be the main person who will plan and discuss the observations of your work practices with you and will be responsible for recording your observations. Expert witnesses may also on occasions be used but you will agree this with your assessor, this is discussed in more detail below. Observations of your work practices must reflect your everyday work activities and will therefore be carried out in the adult care setting where you work. You will be responsible for obtaining permission from those in your care setting for your observations to take place. This may, for example, involve seeking permission before the observation takes place and you may need to gain this permission from your employer, the individuals with care or support needs, individuals’ families, friends and other professionals.

It may not be possible to plan all of your observations as some of them may be ‘unexpected events’ that occur in your work setting such as a fire drill or an individual having difficulties communicating. Your assessor will be responsible for collating this unplanned evidence if they deem it suitable to do so.

Witness testimonies

Witness testimonies can be used as evidence of your work practices that have been witnessed. Your manager, for example, will be able to provide witness testimonies of your practice in the setting.

Witness testimonies can be provided orally or in writing and must be recorded. They must include your name, the date, time, venue and details of the work activity observed as well as the details of the witness including their name, designation/role and contact details (for example, telephone number or email address). Again, it will be a good idea to ensure it is okay to include this information.

Expert witnesses

Expert witnesses may be able to observe your working practices if they have current expertise in a specialist area such as diabetes care or when the observation is of a sensitive area such as end of life care. However, expert witnesses can be used only in specific circumstances and when agreed with your assessor.

Professional discussions

Professional discussions are planned and structured and are carried out between you and your assessor; it is an in-depth discussion that is led by you. It is a good way of presenting evidence through discussion, clearly showing the knowledge you have gained, the skills you have developed and the behaviours you have. It is a way of showing how you have met the requirements of the qualification. Your portfolio can form the basis of the discussion and so can other pieces of evidence that you may have collated such as work products and witness testimonies can also be discussed.

Personal statements and reflective accounts

Written accounts detailing knowledge and skills related to the assessment criteria can also be included in your portfolio.

Recognition of prior learning

Relevant prior credited learning that you have undertaken will also be recognised. This can take the form of not only certificated courses but may also include work placements or volunteering opportunities you have undertaken.

End-point assessment

The Level 2 Diploma in Care is linked to the Adult Care Worker Apprenticeship. If you are completing this qualification as part of an apprenticeship, you will need to complete the end-point assessment. You can find out more about this at: www.hoddereducation.co.uk/cityandguilds/adultcareextras

6Cs

The 6Cs are values which underpin Compassion in Practice, the national strategy that was developed for nurses, midwives and care staff, and was launched in December 2012. They are values which should underpin your practice; you are expected not just to know what these are, but also be able to demonstrate them in your practice. You can find out more here: www.skillsforcare.org.uk/Documents/Standards-legislation/6Cs/6Cs-in-social-care-guide.pdf


•  Care is at the heart of the work we do, helping to improve the lives of individuals we support, and something we should always be striving to improve.

•  Communication is key to forming and maintaining strong successful relationships with those we support and work with.

•  Compassion and treating those we support with kindness and empathy are essential for upholding bonds and ensuring individuals trust us to care for them with respect and dignity.

•  Courage allows us to speak up for those we care for especially when we have concerns, and doing the right thing for them in order to ensure that their rights are upheld. It also means having the courage to try and test new practice.

•  Competence means fulfilling our roles to the best of our ability, understanding the needs of those we provide support for, and having the expertise and knowledge to effectively carry out our roles.

•  Commitment means to be dedicated to providing high-quality care and helping to improve the lives of those we provide support for.



You can find out more about the Skills for Care definitions of the 6Cs here: www.skillsforcare.org.uk/Documents/Standards-legislation/6Cs/6Cs-in-social-care-guide.pdf

The 6Cs are also addressed in each unit in this textbook with clear links to how they are relevant to the content of the unit or assessment criteria.

Knowledge, Skills, Behaviours

Knowledge: This includes your understanding of the units you study and reasons for why you practise the way you do at work. It will also include understanding of a range of topics and areas such as legislation, different cultures, how to build good relationships, how to communicate and interact with others, and expectations that others, such as your employer, individuals and individuals’ families, have of you. Knowledge will also cover more than just your knowledge and understanding of health and/or social care; it will include wider knowledge of cultures and the people you will work with, for example.

Skills: There are a wide range of skills that you will learn, practise and develop in your role and as you complete this diploma. This will include skills in communicating, safeguarding individuals, reporting and recording and also the skills that make you unique and bring out your qualities such as showing compassion, warmth, kindness and empathy. You will also develop and be required to show the skills you have when studying for this qualification such as your ability to interpret information, describe an event or analyse a task so that you can make improvements.

Behaviours: These include how you put into practice the personal qualities you have. For example, how do you use verbal and non-verbal communication to show your empathy towards an individual? How do you convey your happiness when an individual tells you that they have achieved the goal that they have been working towards? Your behaviours reflect the kind of person you are, for example, professional, kind and considerate.

You can access more information about this City & Guilds qualification and specification by searching for ‘Adult Care’ or ‘3095’ on their website: www.cityandguilds.com
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Suggestions for using the activities

LO% Be able to apply principles and practices relating to
confidentiality at work

4.1 Evidence Tell your assessor about your
opportunity (page 31) | understanding of the term
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about your experience of the meaning
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