Making Communication Even Better
Improving access to health and social care services for people who have hidden or
explicit communication support needs
A DVD and learner’s workbook

A learning resource for health, education, social work and
voluntary sector staff who want to know and understand how
to improve their own communication and make their service
more accessible for people with communication support needs.
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What is Making
Communication Even
Better?
Making Communication Even Better is a
resource created for health, education,
social work and voluntary sector staff by
people with communication support
needs.
They share their experience of contact
with services to help staff understand how
to improve communication.
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Making Communication Even Better comprises:
1. A DVD of film clips in which people with communication support needs interview one another or
talk direct to camera about their experiences of health and social care;
2. This Learner’s Workbook which shows learners how to use the film clips to reflect on their own
practice and identify ways to improve their communication.

Who is it for?
This resource is for anyone who provides health or social care services in the statutory or voluntary
sectors. It is for frontline staff who will encounter people with communication support needs in their
everyday work. But it is also for managers who are involved in the design of services. Learners can
work through the resource on their own or as part of a group.
For the sake of simplicity, the term ‘staff’ is used to refer to all potential users of this resource.

What is its purpose?
Making Communication Even Better was developed by NHS Education for Scotland Allied Health
Professionals (NES AHP) Team alongside voluntary organisations and people with personal experience
of communication support needs. The purpose of this resource is to provide communication
education from the perspective and experience of people who have communication support needs.
This is a key priority in the NES AHP Education Strategy “The Next Chapter.”
Summer 2012 saw the publication of A Right to Speak: Supporting Individuals who use Alternative
and Augmentative Communication. AAC is defined as “any method of communicating that supports
the ordinary methods of speech and handwriting, where these are impaired.”
The vision of this report is that:
Individuals who use augmentative and alternative communication (AAC) are included,
free from discrimination, and live in an environment that recognises their needs and
adapts accordingly.
A Right to Speak recognises that people who use AAC often encounter barriers to inclusion created
by a lack of awareness and understanding among the non AAC using population.
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What is a Communication Support Need?
Communications Forum Scotland defines a communication support need as any individual who
needs help to:
•

Understand (verbal or written communication)

•

Express themselves

•

Interact with others.

An individual may have had this need all their lives because, for example, they have autistic spectrum
disorder, a learning disability, cerebral palsy or a sensory impairment. Or, an individual may have
developed a communication support need as a result of an accident or illness: for example, Dementia,
Motor Neurone Disease, a Stroke or Multiple Sclerosis.
Anyone who is involved in providing a service to the public needs to be aware of CSN, understand
the potential barriers to inclusion and adapt their own communication to help remove those barriers.

How was Making Communication Even Better developed?
NHS Education for Scotland invited people with CSN (through Communication Forum Scotland) to
express their vision for an inclusive health service. Our partners in developing this on-line resource
were Capability Scotland and Talking Mats.
Capability Scotland campaigns with, and provides education, employment and care services for,
disabled children and adults across Scotland (www.capability-scotland.org.uk).
Talking Mats Limited is a social enterprise that grew out of research conducted by Speech
and Language Therapists at Stirling University. Its vision is to improve the lives of people with
communication difficulties and those close to them by increasing their capacity to communicate
effectively about things that matter to them (www.talkingmats.com).
Our partners in translating this resource into the current DVD and Learner’s Workbook were Forum
Interactive Ltd and Media Education.
The Making Communication Even Better project involved sixteen people with CSN. They thought
about their experience in the health service and how they would like the health service to support
them and take account of their needs.
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About the project group
The people involved in the project had CSN for different reasons. Some had had them all their
lives as a result of cerebral palsy or a learning disability. Some acquired them in later life as a
result of a car accident, Stroke, dementia or other illness.
Regardless of what caused their CSN, their experiences of health services were similar.
•

They recognised when the service they received from staff was good and when it was not;

•

They were helpful in suggesting ways for staff to improve their service.

Over three workshops, the project group came up with ten vision statements for an inclusive,
accessible service and created film clips to share their thoughts and experiences.
Although these statements were developed in relation to health care services, they are relevant
across health and social care settings.
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The format of this Learner’s Workbook
This Learner’s Workbook is organised around the ten vision statements. Each statement is
illustrated by personal experiences told by members of the project group, presented in film clips.
Subtitles are available on each film clip. However, we recommend that you listen to the film clips
with the subtitles turned off to start with. You can then listen again with the subtitles turned on
if you find you cannot understand everything a person is communicating.
In addition to the film clips of people with CSN, there are there are two further clips. One of these
provides an introductory activity. The second clip explores communication from the staff point
of view (presented by an actor).
Learners are asked to:

•

reflect on their own responses to the film clips

•

consider how their attitudes and feelings may influence their communication

•

examine their service from the point of view of people with CSN

•

identify ways to make their service more inclusive and accessible for people

The on-line version of Making Communication Even Better provides updated links to additional
useful resources.

Ten Vision Statements
1. Knowledge of communication tools

6. Staff attitudes

2. Booking appointments, contacts and
attracting attention

7. Person at the centre

3. Time
4. Communication support and health

8. Physical environment
9. Feedback from people with CSN
10. Signage

5. Information
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1

Introductory Activity
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Introductory Activity

Clip

1

Any one of us can experience the need for support to express ourselves
or to understand what is being said. It may be quite easy for another
person to spot that we have a CSN, for example, we may have a visible
disability that affects the control of our facial muscles. But if our CSN is
to do with a hidden disability (e.g. partial hearing loss) it may be hard for
another person to notice. Indeed, we may even try to conceal that we
have a CSN at all.

This introductory activity sets the context for this Learner’s Workbook by putting you in a
situation where you have a CSN. We have probably all had the experience of not understanding
what someone is saying and the feelings of frustration and discomfort that this generates. This
activity replicates that kind of experience, allowing you to remember what this feels like. It also
helps you to understand the strategies that support or hinder communication.
Film Clip 1 shows someone asking you something in a language you are unlikely to understand.
Watch Film Clip 1

Questions
1. How do you feel when you repeatedly cannot understand what this person is saying?
2. What does this person do to start with to help you to understand? How helpful is this?
3. What does it feel like when they slow their speech right down or speak really loudly?
4. When they then substitute one of the foreign words for its English equivalent, what do you
find yourself doing in response? Does it help you to understand what they are saying or not?
5. What do they do that helps you to eventually understand?
6. What experience do you have of a hidden disability (either your own or someone else’s)?
How does it affect communication?
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Key points to remember:
•

The strategies you may automatically use when someone does not understand you (e.g.
speaking more slowly and clearly or speaking more loudly or nodding and smiling in
encouragement) is no use if the other person does not understand the words you are saying.
What does help are gestures and using objects or visual cues.

•

Some people may understand the odd word in a sequence of words being said to them.
This may enable them to start guessing the meaning of the sentence but as you will see
from this activity, it does not make it any easier to understand.

Contents
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1. Knowledge of Communication Tools
NHS staff should be trained in the range of supports that are available to support someone with a
communication support need. These may be high-tech resources, simple resources such as pictures
and photos, or changing the way you talk - for example, altering your vocabulary, or changing the
pace of interaction.
Contents
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Film Clip 2 Activity
Clip

2

Donald demonstrates his voice output communication aid and explains the
other ways he has of communicating.
Watch Film Clip 2 or watch Film Clip 2 with subtitles

Questions
1. Why does Donald choose to use a voice output communication aid?
2. What other forms of communication do he and his communication partners use?
3. Donald explains that over the years he has developed strategies to help his communication
partners. People with CSN are experts in finding creative ways to communicate. What could
you do to make the most of this expertise?
4. Can you give an example of when you had to find creative ways to communicate?

Film Clip 3 Activity
Anne Marie is showing Grant sign language.
Clip 3

Watch Film Clip 3 or watch Film Clip 3 with subtitles

Questions
1. What experience do you have of sign language?
2. How would you find out that a person wanting to use your service communicates with sign
language?
3. How would you accommodate that form of communication?

Contents
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Vision Statement One: Extension Activity
Imagine that someone with Donald or Anne Marie’s CSN wants to use your
service. What kind of experience would they have? Think about each stage of
contact: finding out about your service, making an initial contact, arriving at the
building, finding reception and so on.
What potential limitations to their access to your service can you identify? What
could you do to make it easier for them to get the same level of service as anyone else? What adaptations
would you need to make? How might these adaptations benefit everyone who uses your service?

Key Points to Remember
•

People with CSN are experts in communication. They have learnt:

•

how to make the most of the communication methods they have at their disposal to get their
message across (e.g. sign language, facial expressions, gestures, body language, speech, symbol
boards, pictures, photos, objects and voice output communication aids)

•

what adaptations they can make to help their communication partners

•

what adaptations they need their communication partners to make.

•

Most complaints to health and social care services involve communication breakdown of one form or
another. Health, social and voluntary sector staff can improve their communication by taking time to
learn from people who have CSN and by being willing to make adaptations themselves.

•

Have a range of photos and simple illustrations to help explain the advice or information you
regularly give to people.

•

Some methods of communication used by people with CSN require special knowledge and skills, for
example sign language.

•

Bear in mind that people with CSN will already be users of your service, whether or not you
know their specific communication support needs. Adaptations that make your service more
communication accessible will benefit all.
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Clip

4

NHS staff should think about their
system for booking appointments and
making contact with staff. It should
be flexible so it can accommodate
a range of different communication
preferences e.g. Skype, e-mail, mobile
phones, accessible appointment
letters, communication aids.

Clip

5

If a person is staying in hospital it is
particularly important that staff have
thought through how that individual
can attract their attention.

2. Booking Appointments, Contacts
and Attracting Attention
Contents
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Film Clip 4 Activity
Clip

4

Caroline outlines her frustration with phone based appointment systems and
explains why she prefers an e-mail appointment system.
Watch Film Clip 4 or watch Film Clip 4 with subtitles

Questions
1. Why does a phone-based appointment system not work for Caroline?
2. What for her are the advantages of an e-mail appointment system?

Film Clip 5 Activity
Darryal describes how a hospital visit resulted in a loss of her dignity.
Clip

5

Watch Film Clip 5 or watch Film Clip 5 with subtitles

Questions
1. How does Darryal’s story make you feel?
2. What connections do you make with your own experience?
3. What do you imagine were the reasons why the nurse took Darryal’s talker away?
4. In this situation what could the staff have done differently to avoid her loss of dignity?
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Vision Statement Two: Extension Activity
In relation to your own service:
1. Does your service assume that people with CSN will want to use it?
2. What options are available for making appointments?
3. How could the range of options be extended?
4. How do you find out if someone has a particular CSN?
5. At what points in their contact with your service would it be important for someone to be
able to attract your attention?
6. What could you do to check that you and your colleagues know how someone with CSN will
attract your attention?

Key points to remember
•

An inclusive service offers people a range of options for making contact and booking
appointments.

•

An inclusive service understands that a person’s communication aid is vital to their health
and well-being and should stay with them.

•

An inclusive service assumes that its existing user population includes people with CSN.

Contents

Making Communication Even Better | Vision Statement Two

Clip

6

Clip

15

7

3. Time
NHS staff should understand that communication can take longer for someone with CSN and
schedule a longer appointment.
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Film Clip 6 Activity
Caroline describes one person’s response to her on the telephone and how it
affected her.
Clip

6

Watch Film Clip 6 or watch Film Clip 6 with subtitles

Questions
1. How did the person on the other end of the phone respond to Caroline?
2. What do you think caused this response?
3. How did this response make the communication more difficult?
4. What could this person have done differently that would have led to a more positive
outcome for Caroline?

Film Clip 7 Activity
Clip

7

John and Ross discuss what it is like to communicate with people who do not
know them and suggest what would improve communication.
Watch Film Clip 7 or watch Film Clip 7 with subtitles

Questions
1. What do John and Ross find frustrating about other people’s behaviour?
2. How do you imagine you would feel if you were treated like this?
3. Why do you think people behave like this?
4. What do John and Ross suggest people do to improve communication?

Contents
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Vision Statement Three: Extension Activity
When it comes to improving communication with people with CSN time
is important for two reasons. Firstly, people with CSN need more time
to say what they want to say. Secondly, their communication may vary
depending on the time of day.
What adaptations would you need to make at your service to make sure
that people with CSN are given the extra time they need to communicate
and at a time of day that suits them best?
Describe a time when you have had difficulty in communicating with
someone and you have successfully adapted your communication. What other ways could you
improve the way you communicate?

Key points to remember
1. When a communication difficulty arises, an irritable and impatient response will only make
things worse. Remind yourself that it takes two to communicate: it is not the other person
that is the problem but the communication difficulty between you. Your shared goal is to
reach understanding and that requires a calm and patient attitude.
2. People with CSN have learnt what to do to make their own lives easier (e.g. preparing for an
appointment with the GP) and they will treat these things as a priority.
3. When you meet someone with CSN you may feel uncomfortable and not know what to
do. You may deal with this situation by directing all your talk to their companion. However,
this disempowers the person with CSN, denying them the opportunity to tell you about
themselves and their health or social care needs.
4. By taking the time to look and listen, and giving the person the time they need to speak, you
can give both of you the opportunity to communicate effectively.
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Clip

8

Clip

9

4. Communication Support and Health
Staff need to improve their communication to benefit everyone using their service. However,
some individuals need particular attention because of the nature of their CSN. Staff should
find out in advance of their appointment or consultation what an individual needs so that
both sides can make the most of this opportunity to access/provide health or social care.
•

Persons should be supported to prepare for their appointments.

•

Staff should be confident about using communication supports.

•

Staff must know how a person with CSN communicates pain.
Contents
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Film Clip 8 Activity
Duncan describes his experience with a member of staff when arriving on a
hospital ward.
Clip

8

Watch Film Clip 8 or watch Film Clip 8 with subtitles

Questions
1. What concerns you about Duncan’s experience?
2. Why do you think this member of staff behaved in the way described?
3. What do you think would happen if a member of staff treated someone without a disability
in this way?
4. What should this member of staff have done in order to treat Duncan with respect and
dignity?
5. What should their service do to ensure that this does not happen again?

Film Clip 9 Activty
Clip

9

Donald relates his experience of hospital doctors when admitted for an
important operation.
Watch Film Clip 9 or watch Film Clip 9 with subtitles

Questions
1. When you listen to Donald’s story, how do you imagine you would feel if you were in his
shoes?
2. What do you think would have happened if Donald’s wife had not been with him?
3. As far as Donald is concerned, where did the doctors go wrong?
4. What could they have done differently to treat Donald with respect and dignity?
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Vision Statement Four: Extension Activity
In relation to your own service:
1. Does your service start from an expectation that people with CSN will be users of
your service?
2. Does your service have a procedure in place to ensure that anyone who needs
additional support can be identified and and their needs met?
3.

How does your service make use of the support aids available for people e.g. communication passports?

4.

How would a person with CSN do the same things that anyone else using your service would want to
do: e.g. tell you that they are in pain, choose items off a menu?

5.

What communication resources do you have at your disposal: e.g. paper and pens, pictorial aids, relevant
objects to demonstrate what you are describing?

Key points to remember
•

An inclusive service operates on the assumption that people with CSN are current users of the service.

•

A responsive service is one that finds out as much as it can in advance about a person’s CSN and makes
necessary modifications.

•

The best way of supporting yourself and the person with CSN to communicate effectively together, is
to introduce yourself and ask them directly about their communication and what you can do to make it
easier for you both.

•

It is ok to feel embarrassed or uncomfortable when there is a communication difficulty. But the person
with CSN is not responsible for your discomfort. Accept these feelings and keep trying to communicate.
If you have to ask them to repeat what they said, then do this as many times as you need to. The worst
thing you can do is give up or ignore the problem or pretend that you have understood when you have
not.

•

If someone is vocalising, gesticulating, using facial expressions and so on, then it is highly likely they are
trying to communicate something. Always assume that this is the case until you have checked it out.

Contents
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5. Information
Information that is sent to people before the visit should be easy to understand and available in the person’s
preferred format (e.g. easy read, CD Rom). People should have an understanding of what the appointment
will involve before they attend.
If you make information easy for people with CSN to understand, then you will also be making it easy for
everyone else to understand. Everyone will benefit.
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Film Clip 10 Activity
Dave explains the difficulty for him in understanding letters he receives from
the health service.
Clip

10

Watch Film Clip 10 or watch Film Clip 10 with subtitles

Questions
1. What does Dave find difficult about the letters he receives from the health service?
2. What would help him?
3. How would these changes also benefit other people using the service?

Film Clip 11 Activity
Anne Marie tells Caroline what would help her understand information sent
from the hospital.
Clip

11

Watch Film Clip 11 or watch Film Clip 11 with subtitles

Questions
1. What would help Anne Marie to understand the information sent to her from the hospital?

Contents
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Vision Statement Five: Extension Activity
Take a selection of information that your service produces (e.g. leaflets,
letters, posters) and look at it from the point of view of someone who has
difficulty a) taking in too much information b) understanding complex
words c) understanding words. How accessible do you think your
information is? What could you do to make this information easier to
understand?
If a letter can be sent that is short, uses everyday language and avoids abbreviations and jargon,
then why would you continue to produce anything else? When easy to read information is
produced, it is generally more popular with all service users.

Key Points to Remember
•

Many of the people who use your service may need the information you produce to be
simpler, clearer, shorter and with pictorial support. An inclusive organisation will check
that people can understand the information they are sent and make adaptations where
necessary.

•

Adaptations you make to information to make it more accessible for people with CSN may
well also benefit the wider population of people using your service.

•

There are useful websites with videos showing what will happen at health care
appointments. You can use these to help you prepare people with CSN for their
appointment.

•

If there are key questions you know you will be asking, then providing these to people in
advance will give them opportunity to prepare. This is particularly important for people
using powered AAC to communicate because they will want to pre-program what they
want to say.
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6. Staff Attitude
The NHS should welcome people with CSN in a friendly, non-judgemental way. Staff should understand
the impact of CSN on the lives of the people they work with.
Contents
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Film Clip 12 Activity
Dave talks about the prejudice of some staff towards disabled people.
12

Clip

Watch Film Clip 12 or watch Film Clip 12 with subtitles

Questions
1. What does Dave find difficult about the attitude of some of the staff he encounters?
2. What do you think might cause a member of staff to raise their eyebrows when they see
someone with disabilities or CSN approach?

Film Clip 13 Activity
Clifford shares his views on the attitudes of some staff to people with CSN.
Clip

13

Watch Film Clip 13 or watch Film Clip 13 with subtitles

Questionsv
1. When Dave says that people ‘see us in 3D’ what does he mean?

Film Clip 14 Activity
Bob tells us that the staff he works with take the time to understand him.
Clip

14

Watch Film Clip 14 or watch Film Clip 14 with subtitles

Questions

1. How do you think the staff who work with Bob make sure they understand him?
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Vision Statement Six: Extension Activity
Listen to Dave, Clifford and Bob with the subtitles turned off.
1. What do you notice about your different reactions to them?
2. As you try to listen to them, what thoughts and feelings do you have?
3. Who do you find the hardest to understand? As you try to listen and
understand, what are you feeling: calm, interested, frustrated, fearful,
helpless? If you met this person, then how do you think these feelings
would affect your communication?
Now listen to Dave, Clifford and Bob with the subtitles turned on. When listening to the person
you found the hardest to understand, how do you feel now? How have the subtitles affected the
level of attention you pay to this person?
Consider the discussions and thoughts you have had so far in this resource.
1. What attitude towards people with CSN do you think your service communicates?
2. What do you know of your own attitude to people with CSN and those of your colleagues?
3. How is this resource helping you to think differently about CSN?

Key points to remember
•

One assumption people might make is that if you have difficulty speaking, then you must be
daft, deaf or drunk. This is an attitude that people with CSN find frustrating and distressing.

•

When you meet someone who is not speaking ‘normally’ then stop and think: “does this
person have a CSN?” Assume that they have and then try to understand what their need is
and what you can do to make communication easier.

•

It is important to be aware of our own fears and how, in trying to hide them, we can do
another person a disservice.
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7. The Person at the Centre

NHS staff should communicate to the person directly. If a communication supporter is required, the member
of staff should listen to their interpretation of the person with CSN but still make sure that person with CSN is at
the centre of the conversation.
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Film Clip 15 Activity
Ross expresses his frustration at being excluded from conversations
Clip

15

Watch Film Clip 15 or watch Film Clip 15 with subtitles

Questions
1. How do you feel when you listen to Ross?
2. If he wanted to use your service, then what guarantees could you give him that he would be
put at the centre of his care?

Film Clip 16 Activity
Clip

16

John tells Greg what he finds difficult about being excluded from
conversations.
Watch Film Clip 16 or watch Film Clip 16 with subtitles

Questions
1. How does John want other people to talk to him?
2. If John wanted to use your service, then what kind of experience do you think he would
have?
3. What adaptations do you think you would need to make?

Contents
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Vision Statement Seven: Extension Activity
In relation to your own service:
1. Can you think of examples where a person with CSN has been excluded
in the way that John and Ross describe here?
2. Why do you think this happens?
3. What could be done to make sure that people with CSN remain at the
centre of their care?

Key points to remember
•

In many of these film clips people with CSN express their frustration at being side-lined,
interrupted, ignored and denied the opportunity to fully participate in their own health and
social care. The way that some members of staff respond to people with CSN make the
communication difficulty they have many times worse.

•

A person with CSN may well have a friend or family member or key worker with them when
you see them. This person can be useful in supporting the communication between you
and the person with CSN. However, always make sure that the person with CSN remains
your central focus.
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8. Physical Environment

NHS staff should take account of the physical environment when considering the experienceof the person with
CSN. Staff should consider noise and light levels and their impact on communication. Staff should ensure that
people with CSN are offered the same level of privacy as anyone else.
Contents
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Film clip 17
Clip

17

Grant describes his experience at the GP practice and the embarrassment it
caused him.
Watch Film Clip 17 or watch Film Clip 17 with subtitles

Questions

1. What caused Grant’s embarrassment?
2. What could staff at the GP practice have done differently to treat Grant with respect and
dignity?

Film clip 18
Clifford describes the difficulty he experiences when in noisy environments.
Clip

18

Watch Film Clip 18 or watch Film Clip 18 with subtitles

Questions

1. Why do noisy environment make it harder for Clifford to communicate?
2. If this environmental factor were addressed, what wider benefits could there be for other
users of this service?

Film clip 19
Clip

19

Bob describes his experience of having to wait for hours while his wheel chair
gets fixed
Watch Film Clip 19 or watch Film Clip 19 with subtitles

Questions

1. Have you ever had the kind of experience that Bob describes of being kept waiting for hours
without even being offered a cup of tea or a drink? How would you feel? What would you
do about it?
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Vision Statement Eight: Extension Activity
1. If you consider the points raised by Grant and Clifford about the impact

of the physical environment on their ability to communicate, then how
does your own service compare? Would it be possible for Grant and
Clifford to get what they need by way of environmental support if they
used your service? What adaptations would you need to make?

2. The point that Bob raises relates to the ability of people to forget that a

person is a person first and foremost – a person who has better things to
do with their time than be kept waiting for hours. How able do you think
your service is in treating people with respect?

Key points to remember
•

Features of the environment, like noise level, can make it more difficult for people with CSN
to communicate. An inclusive service will adapt the environment to remove or minimise
these features.

•

An inclusive service gives people with CSN the same level of consideration for comfort and
privacy as anyone else.

Contents

Making Communication Even Better | Vision Statement Nine

Clip

20

Clip

33

21

9. Feedback from people with CSN
Health and social care staff staff should recognise how hard it can be for people with CSN to give feedback.
Services should routinely involve people with CSN in the audit and feedback on service delivery.

Contents

34

NHS Education for Scotland

Film Clip 20 Activity
Greg describes a doctor’s reaction to his pre-prepared statement.
Clip

20

Watch Film Clip 20 or watch Film Clip 20 with subtitles

Questions
1. How do you feel listening to Greg’s story?
2. Why do you think the doctor responded in the way he describes?

Film Clip 21 Activity
Dave and Robert discuss the benefits of continuity of care.
Clip

21

Watch Film Clip 21 or watch Film Clip 21 with subtitles.

Questions
1. What does Robert like about the care he receives from staff?
2. What does Dave find difficult about seeing new people each time he attends the service?
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Vision Statement Nine: Extension Activity
1. Do you have your own story of a service provider dismissing your views
or not listening to you? What happened and how did it make you feel?
2. What modifications to that service would have enabled you to
successfully give your feedback?
3. In your own service, what steps are taken to make it as easy as possible for people to give
feedback? What modifications would extend this level of access to people with CSN? What
wider benefit would these changes have?
4. How could your service be more proactive in seeking people’s feedback?

Points to remember
•

A point raised earlier is that people with CSN make the time to prepare carefully for
appointments. This work helps them and the person they are meeting to communicate
effectively. Greg’s story shows how this effort backfires when staff are ignorant of the
experience and needs of people with CSN.

•

Continuity of care is particularly important for people with CSN. The opportunity to build a
relationship with individual members of staff gives a feeling of safety and reassurance for the
person with CSN. They know that this member of staff already understands their CSN and
knows how to communicate with them.
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Clip

22

10. Signage

Health and social care departments should be easily accessed by colour coded signage supported by relevant
key symbols, pictures and language that is meaningful to the general public.
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Film clip 22
Anne Marie explains the importance of clear signage.
Clip

22

Watch Film Clip 22 or watch Film Clip 22 with subtitles

Questions
1. Why is clear signage important to Anne Marie?

Vision statement Ten: Extension Activity
It is not just people with CSN who need clear signs around a building. We
all need this if it is an unfamiliar environment. Once a building becomes
familiar to us then we stop noticing the signs.
1. As an exercise, next time you are walking about your building, make a
point of noticing the signs and using them to find your way. How easy is
it?
2. Over a period of a week, ask all visitors to your service how useful the signage is. From their
feedback can you identify improvements that could be made?

Points to remember:
Everyone needs good signage to find their way around an unfamiliar building. However, people
with CSN need those signs to be particularly clear and easy to understand. An inclusive service
will examine their signage and make sure that it is accessible to everyone.
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Clip

23

Concluding Activity
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Concluding Activity

Clip

23

The questions you have been asked so far will have prompted you to think
about your own views and experiences in relation to the communication
issues raised. As part of our concluding activity we have a last clip for you to
watch.

In clip 23 we hear a nurse, Chris, sharing her responses to the issues raised and describing some
of her personal experiences. Some of the points she makes you will already have considered.
However, other points may prompt further reflection and discussion.
Watch Film Clip 23 or watch Film Clip 23 with subtitles
Questions
1. What reasons does Chris give for some of the staff behaviour complained about in the film
clips?
2. How do her comments relate to your own views and experience?
3. Is there anything she says that you strongly agree or disagree with?
4. What does Chris say would help staff improve the way that they and their service
communicate with people with CSN?
5. What other kinds of support do you think would help?
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Reflection
Having worked through this resource:
1. Identify 5 key things that you have learnt about people with CSN.
2. Identify 5 key things that you have learnt about yourself.
3. Identify 5 key things that you have learnt about your service.
4. Is there anything else you would like to know about improving communication with people
with CSN?
5. Are there any additional skills you think you need to develop?
6. Think about an occasion when you felt proud of the way you communicated with someone
who uses your service. What happened and was so effective about your contribution? If you
could pay this level of attention every day to the way you communicate, then how would
that benefit your colleagues and those using your service? What would help you to do this?

Action Planning
Looking ahead:
1. What will you start doing now to improve
the way you communicate with people
with CSN?
2. What will you stop doing now to improve
that communication?
3. What can your service do to improve
access to people with CSN?
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