PREFACE

In the curricular structure introduced by this University of students for various
programmes, the opportunity to pursue Post Graduate Diploma course in a subject
introduced by this University isequally availableto al learners. Instead of being guided by
any presumption about ability level, it would perhaps stand to reason if receptivity of a
learner isjudged in the course of the learning process. That would be entirely in keeping
with the objectives of open education which does not believein artificial differentiation.

Keeping thisin view, study materials of the Post Graduate Diplomalevel in different
subjects are being prepared on the basis of awell laid-out syllabus. The course structure
combines the best elements in the approved syllabi of Central and State Universitiesin
respective subjects. It has been so designed as to be upgradable with the addition of new
information as well asresults of fresh thinking and analysis.

The accepted methodol ogy of distance education has been followed in the preparation
of these study materials. Co-operation in every form of experienced scholarsisindispens-
ablefor awork of thiskind. We, therefore, owe an enormous debt of gratitude to everyone
whose tirel ess efforts went into the writing, editing and devising of a proper lay-out of the
materias. Practically speaking, their role amounts to an involvement in invisible teaching.
For, whoever makes use of these study materials would virtually derive the benefit of
learning under their collective care without each being seen by the other.

The more alearner would serioudly pursue these study materials the easier it will be
for him or her to reach out to larger horizons of a subject. Care has also been taken to
make the language lucid and presentation attractive so that they may be rated as quality
sdf-learning materids. If anything remains still obscure or difficult to follow, arrangements
are there to come to terms with them through the counselling sessions regularly available
at the network of study centres set up by the University.

Needless to add, a great part of these effortsis still experimental-in fact, pioneering
in certain areas. Naturaly, there is every possibility of some lapse or deficiency here and
there. However, these do admit of rectification and further improvement in due course. On
the whole, therefore, these study materials are expected to evoke wider appreciation the
more they receive serious attention of al concerned.

Professor (Dr.) Subha Sankar Sarkar
Vice-Chancellor
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Unit 1[0 AN INTRODUCTION TO COMPUTER

Structure
1.1 Déefinition
12 History

1.3 Components Of Computer
1.3.1 Control Unit
1.3.2 Arithmatic Logic Unit
1.3.3 Memory
1.3.4 Input Output (1/0O)
1.35 Hardware
136 Software
1.3.7 Programming L anguages

1.1 Definition

A computer isaprogrammable machine that receivesinput, stores and manipulates
data, and provides output in a useful format. A computer is a device that accepts
information (in the form of digitalized data) and manipulates it for some result based on a
program or sequence of instructions on how the data is to be processed. Complex
computers aso include the means for storing data (including the program, whichisaso a
form of data) for some necessary duration.

A program may be invariable and built into the computer (and called logic circuitry
as it is on microprocessors) or different programs may be provided to the computer
(loaded into its storage and then started by an administrator or user). Today’ s computers
have both kinds of programming.

1.2 Higtory

Thefirst electronic computers were devel oped in the mid-20th century (1940-1945).
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The history of the modern computer begins with two separate technol ogies—automated
calculation and programmability—but no single device can be identified as the earliest
compuiter.

It was the fusion of automatic cal culation with programmability that produced the first
recognizable computers.

In 1837, Charles Babbage was the first to conceptualize and design afully programmable
mechanica computer, hisanalytical engine.

Geor ge Boole was an English mathematician and philosopher. As the inventor of
Boolean logic—the basis of modern digital computer logic—Booleisregarded in hindsight
as afounder of the field of computer science.

Augusta Ada King, Countess of Lovelace, born Augusta Ada Byron, was an
English writer chiefly known for her work on Charles Babbage' s early mechanica general-
purpose computer, the analytical engine. She is said to have introduced the ideas of
program loops and subroutines and is considered the first programmer.

Apart from mechanical calculators, the first really useable computers began with the
vacuum tube, accelerated with the invention of the transstor, which then became embedded
inlarge numbersin integrated circuits, ultimately making possible the relatively low-cost
persona compute.

Modern computersinherently follow the ideas of the stored program laid out by John
von Neumann in 1945. John von Neumann was a Hungarian-born American mathematician
who made major contributions to a vast range of fields, including set theory, functional
anaysis, quantum mechanics, ergodic theory, continuous geometry, economics and game
theory, computer science, numerica analys's, hydrodynamics (of explosons), and atistics,
aswell as many other mathematical fields.

Computers using vacuum tubes as their electronic elements were in use throughout the
1950s, but by the 1960s had been largely replaced by transistor-based machines, which
were smaller, faster, cheaper to produce, required less power, and were more reliable.

Thefirst transistorized computer was demonstrated at the University of Manchester in
1953.

In the 1970s, integrated circuit technology and the subsequent creation of
microprocessors, further decreased size and cost and further increased speed and reliability
of computers.
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By the late 1970s, many products such as video recorders contained dedicated
computers called microcontrollers, and they started to appear as a replacement to
mechanical controls in domestic appliances such as washing machines.

The 1980s witnessed home computers and the now ubiquitous persona computer.

With the evolution of the Internet, personal computers are becoming as common as
the television and the telephone in the household.

Modern smartphones are fully programmable computersin their own right, and as of
now may well be the most common form of such computers in existence.

1.3 Components of Computer

A general purpose computer has four main components: the arithmetic logic unit
(ALU), the control unit, the memory, and the input and output devices (collectively termed
[/0). These parts are interconnected by busses, often made of groups of wires.

Inside each of these parts are thousands to trillions of small electrical circuits which
can be turned off or on by means of an electronic switch. Each circuit represents a bit
(binary digit) of information so that when the circuit ison it representsa“1”, and when
off it representsa“0” (in positive logic representation). The circuits are arranged in logic
gates so that one or more of the circuits may control the state of one or more of the other
circuits,

The control unit, ALU, registers, and basic 1/0 (and often other hardware closely
linked with these) are collectively known as a centra processing unit (CPU). Early CPUs
were composed of many separate components but since the mid-1970s CPUs have
typically been constructed on asingle integrated circuit called amicroprocessor.

1.3.1 Control unit

The control unit (often called a control system or central controller) manages the
computer’ s various components, it reads and interprets (decodes) the program instructions,
transforming them into a series of control signals which activate other parts of the
computer.Control systemsin advanced computers may change the order of someingtructions
S0 as to improve performance.
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1.3.2 Arithmatic logic unit

The ALU (Arithmatic logic unit) is capable of performing two classes of operations:
arithmetic and logic.

The set of arithmetic operations that a particular ALU supports may be limited to
adding and subtracting or might include multiplying or dividing, trigonometry functions (sine,
cosing, etc.) and square roots. Some can only operate on whole numbers (integers) whilst
others use floating point to represent real numbers—albeit with limited precision. However,
any computer that is capable of performing just the smplest operations can be programmed
to break down the more complex operations into simple steps that it can perform.
Therefore, any computer can be programmed to perform any arithmetic operation—
athough it will take moretimeto do soif its ALU does not directly support the operation.

1.3.3 Memory

A computer’s memory can be viewed as alist of cellsinto which numbers can be
placed or read. Each cell has anumbered “address’ and can store a single number. The
computer can beinstructed to “put the number 123 into the cell numbered 1357 or to
“add the number that isin cell 1357 to the number that isin cell 2468 and put the answer
into cell 1595”. The information stored in memory may represent practically anything.
L etters, numbers, even computer instructions can be placed into memory with equal ease.
Since the CPU does not differentiate between different types of information, it is the
software’ s responsibility to give significance to what the memory sees as nothing but a
series of numbers.

1.3.4 Input output (1/0)

I/O is the means by which a computer exchanges information with the outside
world.Devices that provide input or output to the computer are called peripherals. On a
typical persona computer, peripherasinclude input devices like the keyboard and mouse,
and output devices such as the display and printer. Hard disk drives, floppy disk drives
and optical disc drives serve as both input and output devices. Computer networking is
another form of 1/O.

Often, 1/0 devices are complex computersin their own right with their own CPU and
memory. A graphics processing unit might contain fifty or more tiny computersthat perform
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the calculations necessary to display 3D graphics. Modern desktop computers contain
many smaller computers that assist the main CPU in performing I/0O.

1.3.5 Hardware

The term hardware covers al of those parts of a computer that are tangible objects.
Circuits, displays, power supplies, cables, keyboards, printers and mice are al hardware.

1.3.6 Software

Software refers to parts of the computer which do not have amaterial form, such as
programs, data, protocols, etc. When software is stored in hardware that cannot easily be
modified (such as BIOS ROM in an IBM PC compatible), it is sometimes called
“firmware’ to indicate that it fallsinto an uncertain area somewhere between hardware and
software,

1.3.7 Programming languages

Programming languages provide various ways of specifying programs for computersto
run. Unlike natural languages, programming languages are designed to permit no ambiguity
and to be concise. They are purely written languages and are often difficult to read aloud.
They are generally either translated into machine code by a compiler or an assembler
before being run, or trandated directly at run time by an interpreter. Sometimes programs
are executed by a hybrid method of the two techniques. There are thousands of different
programming languages—some intended to be general purpose, others useful only for
highly specialized applications.
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Unit 2] OPERATING SYSTEM AND MSOFFICE

Structure
2.1 Software-Operating System
2.1.1 Types of Operating System
2.2 Software-Other Stuff
2.3 MsOffice Applications
24 MsWord (Word Processing)
25 Ms Excel (Spreadsheets)
26 Ms Access (Databases)
2.7 MsOutlook (Email)
2.8 MsPowerpoint (Presentations)

29 MsFrontpage (Html Editor-Web Design)

2.1 Software-Operating System

The main piece of software on any PC (personal computer) is Operating System
(OS). Operating systems can be found on almost any device that contains a computer—
from cellular phones and video game consoles to supercomputers and web servers.

Examples of popular modern operating systemsinclude Android, BSD, iOS, Linux, OS
X, QNX, Microsoft Windows.

What the OS does is:
* Runsall the technical stuff inside your PC.

» Gives anice glossy interface (windows and menus and stuff) to do stuff that
otherwise wouldn’t be able to do.
Imagine the OS as being the customer service side of ashop. We can see and deal
with the well dressed and polite customer service staff. And we don’'t have to look at the
messy pit that they call a storeroom.
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2.1.1 Types of Operating System

Real-time

A red-time operating system is amultitasking operating system that aims at executing
red-time gpplications. Redl-time operating systems often use specidized scheduling dgorithms
The main objective of real-time operating systemsistheir quick and predictable response
to events.

Multi-user

A multi-user operating system alows multiple users to access a computer system at the
same time. Time-sharing systems and Internet servers can be classified as multi-user
systems as they enable multiple-user access to a computer through the sharing of time.

Multi-tasking vs. single-tasking

A multi-tasking operating system alows more than one program to be running at the
same time, from the point of view of human time scales. A single-tasking system has only
one running program.

Distributed

A distributed operating system manages a group of independent computers and makes
them appear to be a single computer. The development of networked computers that could
be linked and communicate with each other gave rise to distributed computing.

Embedded

Embedded operating systems are designed to be used in embedded computer systems.
They are designed to operate on small machines with less autonomy. They are able to
operate with alimited number of resources. They are very compact and extremely efficient
by design. Windows CE and Minix 3 are some examples of embedded operating systems.

2.2 Software-Other stuff

The OSisonly the basics of your PC - which need to add all the extrasoniit! These
are usualy Microsoft Office Suite which includes Word, Access, Excel and Outlook.

Other pieces of software aready installed in the PC are known as drivers. Theseare
programmes that run specific things on your PC-for example the mouse hasits own driver,
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as does the printer. During adding a new device (input or output), it may be require to
install anew driver for it.

2.3 M S Office Applications

Microsoft Officeis a series of programmes developed by Microsoft to take advantage
of computing power in the office. M S Office contains (some of or all) :

« MSWord (Word Processing)

* MSExce (Spreadsheets)

* MS Access (Databases)

* MSOutlook (Email)

* MS PowerPoint (Slideshow presentations)

* MSFrontPage (HTML Editor - web design software)

Thereisalso ahost of other minor tools and applications available as well.

2.4 MSWord (Word Processing)

MS Word is used to compose letters, reports, essays, etc. It also contains many
templates for creating documents from CVsto envelope labels.

It allows to changing the font size, font type, font colour, etc of text and altering
the formatting of the paragraph which isworking on - all with an inbuilt and automatic
spell checker. There are many more advanced features, but these are the most
COMMON USES.

2.5 M S Excel (Spreadsheets)

MS Excel is used to create spreadsheets which are used primarily for storing and
manipulating numerical data-for example : creating the company balance sheet on a
spreadsheet and set the totals to automatically add up.
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2.6 MS Access (Databases)

A database is used to store records-kind of like an eectronic filing cabinet. WithMS
Access one can create his own database and perform tasks such as editing fields (e.g.
name, address, phone, etc.) to outputting reports (e.g. alist of all names).

So one could use thisto create a client database of al his companies clients and store
al their details, then create lists (printouts) of the information in any format the person like
(e.g. one client per sheet or paper, or one per line).

2.7 MSOutlook (Email)

MS Outlook isan email programme. It isused to compose, send and receive emails.
It's pretty smple.

2.8 M S Power Point (presentations)

Again, fairly smple concept-M S PowerPoint is used to creste dide show presentations.

2.9 MSFrontPage (HTML Editor-web design)

MS FrontPage is useful to create websites. It is generaly used to design and maintain
thissite,

It basically used to design a site like using a graphic design package, and then creates
the code for it.
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Unit 3[] SCOPE OF HOSPITAL AUTOMATION IN
INDIA

Structure
3.1 Introduction
3.2 Usage of computers by doctorsin developed countries
3.3 Arelndian Doctors averse to Hospital Information Systems (HIS)?
3.4 Computerization of hospitalsin India
3.5 When would a doctor appreciate theimportance of computer s?
3.6 Role of hospital
3.6.1 Benefits of using computer technology
3.7 Role of the Government
3.8 Roleof HIS vendor
3.9 Theexpectation

3.1 Introduction

Any organization when automated, transforms its business processes into a near
paperless system, controlling costs, saving time and thereby aiding in quick decision making
and increasing the efficiency of the total system or organization. Thisispossibleasal the
information is available online at any point of time.

For example, if a bank is automated, then one would know the details of the
transactions of an account-holder instantly based on the unique account number of the
account holder.

Many hospitals are being automated, but the scope of their usage is limited to
adminigrative functions.

Most of the hospitals, which claim that they have computerized their business
processes, have only billing, finance and accounts and to a certain extent inventory either
fully or partially automated. This means that only administrative staff would be using
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compuiters, leaving little or no scope for doctors in using computers for providing quality
patient care.

3.2 Usage of computers by doctorsin developed countries

According to astudy conducted by American Medical Association, 94 per cent of the
US physicians use computersin their practice, and 79 per cent use the internet or an online
network compared to 80 per cent and 61 per cent averages for the 15 countriesin the
European Union. Cent per cent of doctorsin Finland and the Netherlands are reported to
use computers and an online network.

According to asurvey from Harris Interactive Inc., 26 per cent of America’ s practicing
physicians used hand-held devicesfor professiona and persond activitiesin 2011, up from
15 per cent in 2001. Harris Interactive estimates that 50 per cent of the country’s
physicians will be using the devices by 2015. But that could change markedly if insurers,
employers, hospitals and other providers mandate physician usage.

3.3 Arelndian Doctorsaver seto Hospital Information Systems
(HIS)?

The answer to thisis ‘yes' to alarge extent. Recently, an expert from the UStold a
leading Australian IT magazinethat in IT terms, doctors are practicing the same way they
did 75 years ago—with pencils and pieces of paper. One of the reasonsis the lack of
awareness among the doctors about the potential of using computers for providing quality
patient care.

Timeisthe main constraint for doctors to learn or adopt new technologies emerging
around them. Time is money for them. For the time spent to see one patient by an
American doctor or a European doctor, an Indian doctor would see around 15 patients
though the revenue generated by 15 patients in India may be less than the revenue
generated by one in the west.

Key board shynessis another reason. A senior manager of Escorts Heart Ingtitute feels
that their vision of a hospital computerized end-to-end, isrealized with 250 computersin
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two buildings with 19 servers, but he mentions that it is the nurses who are making it
possible to run the system successfully. Doctors want others to feed the data for them.

Other reasons could be *fear of the unknown,” fear that the computer will make him
redundant, lack of doctor friendly interfaces, etc.

3.4 Computerization of hospitalsin India

Only ahandful of state governmentsin India have taken the initiative of computerizing
the government hospitals though they have along way to go asfar as enjoying the fruits
of computerization is concerned as, networking of the intended hospitalsin the state,
training and implementation etc. would take a lot of time. One such example is the
initiative of the Andhra Pradesh Health Ministry to computerize al the district hospitals,
area hospitals and primary health centers (PHC) in Andhra Pradesh initialy. Thiswould
enable the Ministry for making various analysis and take effective measures for better
patient care.

In the state of West Bengal, the Government provides drugs free of cost to all
patients in primary health care facilities and poor and underprivileged patientsin the
secondary and tertiary facilities. The management of drugs at the District Reserve Stores
isacritical link in the supply chain for drugs across the state. With time the stores are
managing ever-increasing volumes and modernising the storekeeping process was an
important step undertaken to improve the efficiency of the drug procurement and supply
in 2007. Thus, computers were provided to District Reserve Stores with specially
designed softwares installed and storekeepers and accounting staff trained in the use of
the new software. The districts were evaluated for computerised processing in various
aress of warehouse management including basic inventory management tools like opening
balance, ordering, goods receipt note, quality, vendor payment advice and perpetual
inventory and Uttar Dingjpur, Bankura and Paschim Medinipur were adjudged as better
performing districts.

In India, most of the corporate hospitals have either computerized or arein the process
of computerizing their hospitals which mainly coverstheir billing, finance and accounts and
to some extent pharmacy. This may not result in improved patient care.

The main benefits of computerization are being enjoyed by the administrators and the
management for MIS reports like the hospital occupancy, revenue generated by various
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departments etc. The support staff uses computers for the operations like registration,
billing, finance, pharmacy etc whereas the doctors very rarely use computersto seetheir
patients condition/progress online.

3.5 When would a doctor appreciate the importance of
computers?

Doctors would definitely appreciate the technology, if they are made to know/
understand that adopting computer technology is not cumbersome and tedious. Instead, it
IS easy to view, store and exchange medica information using computers and the internet
and share with colleague’ s video images of patients before and after treatment.

Doctors should be shown how computers could prevent or minimize medica errors.
Doctors should be told how they could save time and earn more. It isinteresting to note
that according to an estimate in the US, by increasing the speed of patient history gathering,
using technology, a doctor can see 30 per cent more patients aday without extending his
workday. With acomputerized environment, doctorswill have the patients' information at
their finger tips.

3.6 Role of hospital

The hospitals should look at the computerization as a patient care tool rather than a
mere accounting and inventory mechanisms. The clinical process and patient information
access should be given priority.

3.6.1 Benefits of using computer technology

The use of computer technology greatly benefits the hospital environment where
reliability and quality are critical factors. Many computer applications, such as patient
information systems, monitoring and control systems and diagnostic systems, are being used
to enhance healthcare.

In the hospital, patient information systems allow doctors at different locations to
access permanent patient records from a centralized database. This type of computer
application enables doctors and or nurses to easily find and send notices to patients who
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need follow up treatment/medication. This system also allows for doctors to compare
methods of treating illnesses. This* alowsfast processing of large quantities of patient data
that could be used to produce useful information for management purposes’.

Another usage of computer applications in the hospital is a patient monitoring and
control system. These systems * help doctors treat patients by providing 24 hour service
and by this reduce the level of false darms’. For example, some surgery patients must
continuously be monitored in the ICU; these patients are fitted with sensors connected to
the system which record vital signs. If apatients heart rate was to go below or above the
programmed range an alarm is sounded.

3.7 Role of the Government

Asthe government is primarily responsible for effective health carein the country, it
istheir responsbility to encourage doctors, hospital administrators and other medical staff
to imbibe the computer culture in them by automating their operations. It can do so by
computerizing al the government hospitals with focus on clinical management.

In medical colleges and the colleges related to medical profession, afew topics related
to computers and HIS should be introduced in their curriculum which would enable the
professionals to appreciate the potential of IT in medical field.

Like HIPAA (Health Insurance Portability and Accountability Act) in the US, the
government can formulate certain code sets which would streamline the operations of
Indian health care providers.

3.8 Role of HIS vendor

The main responsibility of HIS vendor isthat he should develop the software in such
away that even acomputer illiterate doctor can understand with ease. Studies suggest that
technology companies should seek to include office staff in their efforts to educate
physicians about the potential benefits of using electronic records to better manage or
practice medicine. Vendors also should develop HIS based on the future needs of the
hospital and the internationa trends.
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3.9 The expectation

If the hospitals, the government and the information technology vendors come together
with an agreed framework regarding the use of the technology to improve the quality of
the patient care, then one can see smiles on the ailing faces, calmnessin the working nurses,
freshness in the technology savvy doctors, and cash flow fulfillment in the anxious

management.
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Unit 4[] INTRODUCTION TO HOSPITAL FRONT
OFFICE MANAGEMENT SOFTWARE

Structure

4.1 Introduction

4.2 The Help Desk
4.3 Registration area
4.4 Billing

4.5 Outpatient desk
4.6 Inpatient desk

4.7 Laboratory

4.8 Radiology

4.9 Inpatient Pharmacy
4.10 Outpatient pharmacy

4.1 Introduction

As per the activities of different working area of hospital front offices, the modules are
required to design as per the requirement of that working station. Various functional
support by the software, required for different work stations are described below

4.2 The help desk

The Help Desk Module automates the day-to-day functions of the Front office
management of a hospital. This module needs to help in assisting patient with accurate
information and supportsin handling patient related enquiries efficiently. This module must
have have features and advanced search facilities to improves the quality of services
rendered to the user. It generally providesfor queriesrelating to the following :
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Patient related enquiries
0 Admission Details

0 Demographic Details

0 Payment Details and

o Discharge Detalls.
Doctor related enquiries
0 Avallability Details

0 OP Clinic Details

0 Appointment Schedules
0 Operation Schedules and
0 Charge Detalils

4.3 Registration area

The Registration module is an integrated patient management system, which captures
complete and relevant patient information. The system automates the patient administration
functionsto have better and efficient patient care process.

Petient Registration Details

Inpatient and Outpatient Registration

Medica Alerts Details

Appointment Scheduling (Patient / Doctor wise)
Doctor’ s Schedule Summary

Doctors Daily Schedule List

Petient Vist History

Medical Record Movements

Appointments for Radiology tests and Operation Thegtre
Patient Vidt Slip

Sponsorship Details

It provides for enquiries about the patient, the patient’s location, admission, and
appointment scheduling and discharge details. Furthermore, this system even takes care of
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package dealsfor apatient for afixed cost. Medical Record keeps an abstract of clinical
data about patients. It allows easy retrieval of medical records on patients.

4.4 Billing

The Patient Billing module must be able to handles all types of billing for long-term
care. This should facilitate cashier and billing operations for different categories of patients
like Outpatient, Inpatient and Referrd. 1t must have to provisions for automatic posting of
charges related to different services like bed charges, |ab tests conducted, medicines
issued, consultant’ sfee, food, beverage and telephone charges etc. This module provides
for credit partly billing and can be seamlesdy integrated with the Financial Accounting
Module. The billing module must be extensively flexible by which every billing plan can be
configured to automatically accept or deny. The system must be tuned to capture room and
bed charges along with ancillary charges based on the sponsorship category. The Billing
Screensis generdly used for In-patient and Outpatient Billing and Invoicing. Further more
the charges for various services rendered can be recorded through service module and this
can be used for billing purposes.

* Payment Modes/ Details

» Sponsorship Conditions Details

» Paient Billing Detalls

» Package Instalment

» Approval from Sponsor

o Company Sponsorship Details

» Package Regigtration

* Sponsor Verification

* Retroactive Processing

» User-defined Billing cycles

» Automatic Room and Board charges
» Recurring Ancillary charge capability
» Auto-generated Codes and Billing Criteria
» Provisonfor Pre-billing

» Extensvethird-party Billing
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4.5 Outpatient desk

The Outpatient module serves as an entry point to schedule an appointment with the
Hospital Resident Doctor or Consultant Doctor for Medical Consultations and diagnosis.
S0, this module should support doctors to take better and timely consultation decisions by
providing instant access to comprehengive patient information. Patient vists are divided into
New, Follow-up and Review. This module aso requires to handling requests and results
of laboratory tests and other examinations. External Doctors visit to in patients can be
defined as “Call on”. Some patients may avail only the hospital facilities like Lab,
Radiology, Nuclear Medicine, and Physiotherapy and so on.

* Medicd Alerts Details

» Consultation Duty Roster

» DiagnogsDetails

* Triage Parameters

» Pdtient’s Appointments

» Daily / Weekly Schedule Summary

» Appointment Scheduling / Rescheduling Fecility

» Outpatient Medical Observation Details

* Investigation/ Treatment History

* Clinicd Service Detalls

» Group/ Package Registration Facility

»  Common Billing Clinical Services

* Doctor’ s Diagnosis Statistics

Further more, Confidentiality of Doctors Observation, Previous History of Patients
Visit, Online Prescription, Online Request for Investigations and so on, are the special
featuresin Doctors Observation screen. This system should help to calculate the cost for

the services rendered to the patient and reflectsin the billing module appropriately resulting
in smooth billing process.
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4.6 Inpatient desk

The inpatient module should design to take care of al the activities and functions
pertaining to Inpatient Management. This automates the day-to-day administrative actives
and provides instant access to other modules, which leads to a better patient care. It
generally provides comprehensive data pertaining to Admission of Patients & Ward
Management: Availability of beds, Estimation, Agreement preparation, Collection of
advance, planned admission, Emergency admission and so on. The Inpatient module aso
deals with Ward Management: Shifting from one ward to the other, Bed availability,
Surgery, Administration of drugs, nursing notes, charge slip and so on.

* Admission Cost Estimation

* Admisson Approvd

* Admisson Request

» Doctor Transfer Details

* Nursing Notes

* |IPMedica Observation

» Pending Drug Request

» Surgery Scheduling Details

» Discharge Notification Summary

» Expected Date and Time of Discharge

The module should tracks every visit made by the patient and catersto follow-up visits
of patients, along with multiple appointments.

4.7 Laboratory

The Laboratory module automates the investigation regquest and the process involved
in delivering the results to the concerned department/doctor of the hospital. The Laboratory
modul e supports to perform various tests under the following disciplines : Biochemistry,

Cytology,
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Hematology, Microbiology etc. Tests are grouped under various sections and sample
type (specimen). Based on the request the user can input the sample and generate the
sample number.

If the test result requires approval, the supervisor has to approve the result and it is
made available to concerned doctors.

» Sample Result Entry

* Test Report Entry

» Specimen Association Details

* Antibiotic Detalls

* Result Rangefor Test

* Investigation Request

» Bulk Sample Request

* SampleDetalls

* Investigation and Treatment History

4.8 Radiology

Radiology module caters to services such as X-ray, Scanning, Ultra sound etc.
Scheduling of Radiology resourcesis possible. The system stores al the result details of
various tests and makes a Report based on the Test Results. Investigations can be done
only after the billing is done.

These Tests are carried out both for Inpatient and Outpatient. The system stores all
the details (like patient number, Test Report like X-Ray, Scanning details) and for each
scan the system generates a unique number for the image.

4.9 1PD Pharmacy

Thismodule facilitates dispensng of pharmaceutica itemsto in-patients. It communicates
with ward and billing modules

This modul e aids the pharmacists of 1n-Patient-Pharmacy in dispensing prescriptions
sent by the Ward etc. The nurse places an order to the pharmacy based on the doctor’s
prescription for patients. The prescription appears in the pharmacy module.
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4.10 OPD Pharmacy

This module facilitates dispensing of pharmaceutical items to out-patients, external
patients and staff.

Out Patient Pharmacy module addresses the maintenance of inventory for drugs and
other pharmacy items of an Out Patient pharmacy. The major functions of OP pharmacy
are supply specification, receiving, inventory control, dispensing of medicines according to
prescriptions of physicians, and billing.
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Unit 50 PERSPECTIVE OF IT IN HOSPITAL
INFORMATION SYSTEM

Structure
5.1 Introduction
5.2 Information Technology
5.2.1 Health Information Technology
5.3 Paper-Based Medical Records and its problems
5.4 Need for Technology in Healthcare
54.1 Types of Healthcare Technology
5.4.1.1 Electronic Health Record
5.4.1.2 Active RFID Platform
5.4.1.3 Computerized Provider Order Entry (CPOE)
5.5 Technological latrogenesis

5.6 Advantagesof using Information Technology

5.1 Introduction

The main objective of this chapter isto explain the role of Information Technologies
(IT) inmanaging the Hospital Information System (HIS). Asan area.of medical informatics,
theaim of an HISisto achieve the best possible support of patient care and administration
by eectronic data processing. The information that is readily accessible, timely, complete,
accurate, legible, and relevant is critical to health care providersfor efficient patient care.
In order to provide quality care cost containment, and ensure adequate access, the need
for comprehensive information is much greater than today. The demand for information has
increased due to unprecedented advances in information technology.
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5.2 Information Technology

The term describes the combination of computer technology (hardware and software)
with data and tel e-communication technology (data, image, and voice networks)

Information technology (IT) isthe acquisition, processing, storage and dissemination
of vocd, pictorid, textua and numerica information by amicrod ectronics-based combination
of computing and telecommunications.

Hospital is an institution suitably located, constructed, organized, managed and
personnel led to supply scientifically, economically efficiently and un-hindered, al or any
recognized part of the complex requirements for the prevention, diagnosis and treatment of
physical, mental and the medical aspect of social illness; with functioning facilities for
training new workers in the many special professional, technical and economic fields
essential to the discharge of its proper functions and with adequate contacts with
physicians, other hospitals, medical schoolsand all accredited health agencies engaged in
the better health program.

Information System is an arrangement of information (data), processes, people, and
information technology that interactsto collect, process, store, and provide a output the
information needed to support organization.

5.2.1 Health information technology

HIT providesthe umbrellaframework to describe the comprehensive management of
hedlth information across computerized systems and its secure exchange between consumers,
providers, government and quality entities, and insurers. Health information technology
(HIT) isin generd increasingly viewed asthe most promising tool for improving the overdl
quality, safety and efficiency of the health delivery system (Chaudhry et al., 2006). Broad
and consistent utilization of HIT will :

» Improve hedlth care quality or effectiveness,

 Increase hedlth care productivity or efficiency;

* Prevent medical errors and increase health care accuracy and procedural

correctness,

* Reduce hedlth care costs;

» Increase administrative efficiencies and healthcare work processes,
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» Decrease paperwork and unproductive or idle work time;

o Extend real-time communications of health informatics among health care
professonds

» Expand access to affordable care.

5.3 Paper-Based Medical Records and its problems

Primarily paper-based medical record system, in which information is often incomplete,
illegible, or unavailable with minimal record security.

» Lack of high quality hedlthcare information

» Poor quality documentation

» Patient safety affected by lack of interpretation and incomplete information

» Insufficient inter-operability

Public safety amagor component of public hedth isdiminished by the inability to collect
information in acoordinated, timely manner at the provider level in response to epidemics

and the threat of terrorism. Continuity of patient care is adversely affected by the lack of
shareable information among patient care providers.

Clinical research and outcomes analysisis adversely affected by alack of uniform
information capture that is needed to facilitate the derivation of data from routine patient
care documentation.

5.4 Need for Technology in Healthcare

According to astudy by RAND Heslth, the U.S. healthcare system could save more
than $81 billion annualy, reduce adverse healthcare events, and improve the qudity of care
—if, health information technology (HIT) iswiddly adopted. The most immediate barrier to
widespread adoption of technology is cost despite the patient benefit from better health,
and payer benefit from lower costs.

5.4.1 Types of Healthcare Technology

Handwritten reports or notes, manual order entry, non-standard abbreviations and
poor legibility lead to substantial errors and injuries, according to the IOM (2000) report.
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The follow-up IOM report, Crossing the Quality Chasm: A New Health System for the
21st Century, advised rapid adoption of electronic patient records, electronic medication
ordering, with computer- and internet-based information systems to support clinical
decisons.

5.4.1.1 Electronic Health Record (EHR) :

The Electronic health record (EHR), previously known as the Electronic medical
record (EMR), reduces several types of errors, including those related to prescription
drugs, to emergent and preventive care, and to tests and procedures.

Important features of modern EHR include automated drug-drug/drug-food interaction
checksand dlergy checks, standard drug dosages and patient education information. Drug
Information at the point-of-care and drug dispensing points help in reducing errors.

Also, these systems provide recurring alerts to remind clinicians of intervals for
preventive care and to track referrals and test results. Clinical guidelines for disease
management have a demonstrated benefit when accessible within the electronic record
during the process of treating the patient.

5.4.1.2 Active RFID platform :

These systems' basic security measures are based on sound identifying el ectronic tags,
in order that the patient details provided in different Situations are always reliable. These
systems offer three differently quaified options:

* ldentification upon request of health care personnel, using scanners (similar to
readers for passive RFID tags or scanners for barcode labels) to identify patient
semi-automatically upon presentation of patient with tag to staff

» Automatic identification upon entry of patient. An automatic identification check is
carried out on each person with tags (primarily patients) entering the area to
determine the presented patient in contrast to other patient earlier entered into
reach of the used reader.

There are increasing numbers of hospitals that have an RFID system to identify
patients, for instance: Hospital La Fe in Vaencia(Spain); Wayne Memorial Hospital
(USA); Royal AlexandriaHospital (UK).
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5.4.1.3 Computerized Provider Order Entry (CPOE) :

Prescribing errors are the largest identified source of preventable errorsin hospitals
(10M, 2000; 2007). The IOM (2006) estimates that each hospitalized patient, on average,
is exposed to one medication error each day. Computerized provider order entry (CPOE),
formerly called computer physician order entry, can reduce medication errors by 80%
overall but more importantly decrease harm to patients by 55%.

5.5 Technological latrogenesis

Technology induced errors are significant and increasingly more evident in care
delivery systems. As such, the term technological iatrogenesis describes this new category
of adverse events that are an emergent property resulting from technological innovation
creating system and microsystem disturbances.

Hedlthcare systems are complex and adaptive, meaning there are many networks and
connections working simultaneoudy to produce certain outcomes. When these syssems are
under the increased stresses caused by the diffusion of new technology, unfamiliar and new
process errors often result. If not recognized, over time these new errors can collectively
lead to catastrophic system failures. The term “e-iatrogenesis’ can be used to describe the
local error manifestation. The sources for these errorsinclude:

» Prescriber and staff inexperience may lead to afalse sense of security; that when
technology suggests a course of action, errors are avoided.

 Shortcut or default selections can override non-standard medication regimens for
elderly or underweight patients, resulting in toxic doses.

» CPOE and automated drug dispensing was identified as a cause of error by 84%
of over 500 hedth care facilities participating in asurveillance system by the United
States Pharmacopoeia

» Irrelevant or frequent warnings can interrupt work flow.

Solutions include ongoing changes in design to cope with unique medical settings,
supervising overrides from automatic systems, and training (and re-training) all users.
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5.6 Advantages of using Health I nformation Technology

Information is available to patient and authorizes persons anytime and anywhere.
Information sharing for integrated health care.
Best practicein medicine.

Prompt in getting investigation results such as lab, radiology images, ECG images,
etc.

Manual power is decreased and hence less prone to errors.
Eventudly:
Improve cost control,

A w Db

Increase the timeliness and accuracy of patient care and administration information,

© 0o N o O

Increase service capacity,
10. Reduce personnel costs and inventory levels, and
11. Improvethe quality of patient care.
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Unit 6 (1 HOSPITAL INFORMATION SYSTEM

Structure

6.1 Introduction
6.2 Functional classification of hospital information system

6.2.1
6.2.2
6.2.3
6.2.4

Transaction processing
Controal functions
Operational planning
Strategic planning

6.3 Different hospital functional area where HIS is essential
6.4 Benefits of Hospital Information System

6.4.1
6.4.2
6.4.3

6.4.4.

6.4.5
6.4.6
6.4.7
6.4.8

Computerized Patient records

Application Domain

Passive Storage

Signal Processing

I mage Processing

Decision support system

Provider Order Entry System

Internet & Web-based M edical Communications

6.1 Introduction

A hospital information system (HIS), varioudly aso caled clinical information system
(CIS) is a comprehensive, integrated information system designed to manage the
administrative, financial and clinical aspects of a hospital. This encompasses paper-based

information processing as well as data processing machines.

It can be composed of one or afew software components with specialty-specific
extensions as well as of a large variety of sub-systems in medical specialties (e.g.

Laboratory Information System, Radiology Information System).
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Hospitals need two types of information
» Patient related information and

» Management information for supporting decison making in carrying out adminidrative
functions

6.2 Functional classification of hospital infor mation system

The HIS can be designed to include functions as under:

» Medicd functions

» Adminigrative functions

» Fnancid functions

These three functional areas can be subdivided into severa levels:
» Transaction processing

» Control functions

» Operationd planning

» Strategic planning

6.2.1 Transaction processing
A transaction is an activity such as making a purchase or a sale or manufacturing a
product.
Example:
1. Order entry for drugsdiet linen and so on
2. Treatment scheduling for specia procedure. Example:
a. Phydotherapy
b. Operative procedures
c. Radiotherapy etc.
3. Census of patients
4. Pdient billing
5. Inventory control
Most hospitalsin Indiaare using computers at thislevel of functioning only.
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6.2.2 Control functions

Functions of control are to see that results conform to plan. Some examples are :

1. Medica care evaluations such as:
a  Averagelength of stay

Bed occupancy rate

Turn over interval

Gross death rate

Net death rate

Caesarean section rate

Post anesthesia desth rate

Hospita infection rate

2. Occupancy and patient mix

Qe o o o o

a Thisisif two types: ward wise or hospital wise
3. Pdtient mix :

a Asper specidty

b. Asper diagnosis

c. Asper acute of illness

d. Asper catchments area
4. Cost control
5. Inventory control.

6.2.3 Operational planning

For day to day functionsthe HIS may include the following areas :
1. Staff education

Petient care planning

Discharge planning

Purchase plans

Budgeting

a b~ WD
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6.2.4 Strategic planning

How the hospital meets the chalenges of the changing environment and moves towards
its long term goal and how it wants to deploy its resources to achieve that goal is the
subject matter of strategic planning. The computer can help by offering various aternative
models for decision making. Examples:

1. Servicesto be offered in future

2. Levelsand sophistication of patient care to be planned
3. Hospita image improvement plans

4. Hospital marketing plans

6.3 Different hospital functional area where HIS is essential

* Clinical sarvices

* Regidration

o Out patient department
 Clinicd activities

» Specid dlinic

« Steff dinic

« Day care

e Minor OT

» Department specific OPD
* Inpatient department

*  Ward management

» Generd and private ward allocation
» Nursing care management
« ICU ativities

o OT activities
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6.4 Benefits of Hospital Information System

6.4.1 Computerized Patient Records

Health care industry is based on intensive information and technology. Thus, the
information should be accessible easily, timely, complete, accurate, reliable and relevant
information in making important strategic or patient care decisions.

The end objective of medical informaticsis the integration of data, knowledge, and
tools necessary to apply that data and knowledge in the decision-making process
associated with patient care.

6.4.2 Application Domain

The application layer includes Patient management, Medical care, Nursing, Medical
support, Adminidrative, Andillary services. Themiddleware layer should indlude: Authorizetion
component, Patient component, Activity component, Resource component, and Hedlthcare
record and Knowledge component. The persistent layer related to Images, Bio-signals,
aphanumeric data, Web pages.

The software developed should include the clinical aert and reminding system.

6.4.3 Passive Storage

Electronic Medical Record (EMR): Up until this point the medical record has served
as a passive storage devise while the EMR as an active tool that can provide the clinician
with decision-support capabilities and access to knowledge resources, reminders, and
derts,

6.4.4 Signal processing (EEG, EMG, ECG)

Computers are useful devicesfor processing electrical signals from various sources,
such as ECG for detection of heart dysarrhythmias and EEG for analysis and detection of
spike and sharp waves that can sometimes be missed by the neurologist.

6.4.5 Image Processing

Image processing (radiography, US, CT scanning, MRI/MRA, SPECT/PET scanning,
cerebral angiography) and pattern recognition are important fieldsin medica informatics,
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specificaly in neuro-informatics. These programs can help doctors understand the readings
asthey develop the field experience to anayze the data themselves

6.4.6 Decison Support System

Decision support systems are redl-time computerized agorithmsthat help physiciansin
their clinical practice. For example, when clinicians perform atask (e.g., order entry) usng
the EHR, they are warned if the task appears to be inappropriate on the basis of patient
data. The system presents this warning automatically using consensus-based clinical
decision support “rules’ that are derived from medical knowledge (or financial data) and
patient-specific information.

6.4.7 Provider Order Entry Systems

Computer—based provider order entry (CPOE) systems hel psin improving the quality
of patient care and reducing the costs. Studies have shown that CPOE system lead to
better accuracy and completeness of medica orders, which in turn lead to reduced lengths
of stay and costs and allow fast transmission of orders, legibility, and on-line tracking of
thelife cycle of an order.

6.4.8 Internet and Web-based Medical Communication

The Internet is ameans to improve health and health care delivery, itsfull utilization
is not clear. The advantages of the Internet as a source of health information include
convenient access to amassive volume of information, ease of updating information, and
the potentia for interactive formats that promote understanding and retention of information.
Health information on the Internet may make patients better informed, leading to better
health outcomes, more appropriate use of health service resources, and a stronger
physician- patient relationship. Physicians need to know the importance of this mediaand
how to use it in a pragmatic and efficient way. They can have easy access to clinical
guidelines, journal contents, and reference textbooks and even provide patients with
educationa materias.
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Unit 70 CONCEPT OF TELEMEDICINE

Structure
7.1 Introduction
7.2  Definition of telemedicine
7.3 History of telemedicine
7.4  Telemedicine concept
75 Need for Telemedicine
7.6 Indian scenario : need of telemedicine
7.6.1 Golden Hour
7.7 Relevance of Telemedicine
7.7.1 Benefits to Patients
7.7.2 Benefits to Physicians
7.7.3 Hospital and Insurance Benefits
7.8 Applications
79 Types
7.10 Classification of telemedicine
7.11 Features of telemedicine
7.12 Media of Connectivity
7.13 Need of speed
7.14 Transmitted data
7.15 Mobile TM unit

7.15.1 Clinical Devices
7.15.2 System required at Base unit
7.15.3 Usage Scenario



7.16 Telemedicineworkflow (in store and forward system)

7.16.1 Componentsof Telemedicine

7.16.2 SWOT matrix for Telemedicine
7.17 Initiative of Asia Heart Foundation (AHF) in the field of Telemedicine
7.18 Logistics

7.1 Introduction

With internet fast becoming a way of life, web-enables service are playing and
increasing significant rolein health care. With internet technology moving at an explosive
rate, health care operations and services are becoming web enabled too.

7.2 Definition of telemedicine

The use of medical information exchanged from one site to another via electronic
communications for the health and education of the patient or healthcare provider and for
the purpose of improving patient care. Telemedicine includes consultative, diagnostic, and
treatment services,

In another definition telemedicine has been Broadly defined as, the transfer of
electronic medica data (i.e. high resolution images, sounds, live video, and patient records)
from one location to another. This transfer of medical data may utilize a variety of
telecommunications technology, including, but not limited to: ordinary telephone lines
(POTS), ISDN, ATM, the Internet and satellites.

The ddivery of healthcare services, where distanceisacritica factor, by al healthcare
professionas using information and communication technologies for the exchange of valid
information for diagnosis, trestment and prevention of disease and injuries, research and
evauation and for the continuing education of healthcare provider small in the interests of
advancing the health of individuals and their communities’ (WHO, 2002).



7.3 History of telemedicine

The idea of performing medica examinations and evaluations through the
telecommunication network is not new. Shortly after the invention of the telephone,
attempts were made to transmit heart and lung sounds to atrained expert who could assess
the state of the organs. However, poor transmission systems made the attempts afailure.

1906 : ECG Transmission : Einthoven, the father of electrocardiography, first
investigated on ECG transmission over telephone linesin 1906! He wrote an article“Le
telecardiogramme” at the “ Archives Internationales Physiologie” 4:132, 1906

1920s : Help for ships : Telemedicine dates back to the 1920s. During this time,
radios were used to link physicians standing watch at shore stationsto assist ships at sea
that had medical emergencies.

1924 : Thefirst exposition of Telecare: Perhaps it was the cover showed below
of “Radio News’ magazine from April 1924. The article even includes a spoof electronic
circuit diagram which combined all the gadgets of the day into this latest marvel.

1955 : Telepsychiatry : The Nebraska Psychiatric Institute was one of the first
facilitiesin the country to have closed-circuit television in 1955. In 1971 the Nebraska
Medica Center was linked with the Omaha V eterans Administration Hospital and VA
facilitiesin two other towns.

1967 : Massachusetts General Hospital : This station was established in 1967 to
provide occupational health services to airport employees and to deliver emergency care
and medical attention to travelers.

1970s: Satellitetelemedicine : ViaATS-6 satellites. In these projects, paramedicsin
remote Alaskan and Canadian villages were linked with hospitalsin distant towns or cities.

7.4 Telemedicine concept

In atelemedicine service
B Patient and doctor are located in different places
B Patients can be examined, treated and monitored

B Patient’s data (text, voice, images or even video) can be sent from a remote
location and medical advice offered from a specialty centre.
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7.5 Need for Telemedicine

As per World Health Organization : “Emergency Medical Care is designed to
overcome the factors most commonly implicated in preventable mortality, such as delays
in seeking care, access to health facility and provision of adequate care at the facility.”

7.6 Indian scenario : need of telemedicine

e Indiacharacterized by low penetration of healthcare services

e 90% of secondary & tertiary healthcare facilities in cities and towns away from
rural Indiawhere 68% of population lives

e Primary health carefacilitiesfor rural population highly inadequate

e Despite severd initiatives by Government & private sector the rural and remote
areas continue to suffer from absence of quality healthcare

e Sgnificant proportion of patientsin remote locations could be successfully managed
locally with advice/guidance from specialists/super-specialistsin cities, without
having to travel to the specialists.

7.6.1 Golden Hour

Minutes make all the difference in a cardiac emergency. The first 30 minutes are the
most important and getting the best emergency care right then is essential.

Thefirst 60 minutes called the Golden Hour; the first 30 minutes are even more crucid

and critical in ensuring survival. Theissueis not with respect to speed but the quality of
care; the better the emergency care, the better the chances of the patient’ s endurance.

Therefore rushing a patient to the nearest medical facility may not always be the best
idea because while they will be able to provide primary care which could have been given
at the site itsalf they may not be equipped with advanced critica care expertise. Therefore
it isvery important to be aware of the things that can be done immediately to the patient
that will minimize the damage and render him/her stable enough to be transported to agood
and efficient medical carefacility.

In emergency medicine, the golden hour refersto atime period lasting from afew
minutes to severa hours following traumatic injury being sustained by a casualty, during
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which thereisthe highest likelihood that prompt medical treatment will prevent degth. Itis
well established that the victim'’s chances of surviva are greatest if they receive care within
ashort period of time after a severe injury. Some have come to use the term to refer to
the core principle of rapid intervention in trauma cases, rather than the narrow meaning of
acritical one-hour time period.

Telemedicine ensures ddlivery of

right medica advice
at theright place
at the right time

7.7 Relevance of Telemedicine

Y V V V

7.7.1

7.7.2

Inadequate infrastructure in rural/district hospitals
Large number of indoor/outdoor patients requiring referral for specialized care
Low-availability of Health Expertsin district/remote hospitals

Dearth of adequate opportunitiesfor training or continuing Medical Education for
Doctorsin Rural/Remote Hedlth facilities.

Benefits to Patients :
Access to specialized health care services to under-served rural, semi-urban and
remote areas,

Accessto expertise of Medical Specialiststo alarger population without physical
referrd,

Reduced visitsto specidty hospitals for long term follow-up care for the aged and
termindly ill patients.
Benefits to Physicians :

Improved diagnosis and better treatment management

Access to computerized, comprehensive data (text, voice, images etc.) of patients
—offlineaswell asrea time
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Quick and timely follow-up of patients discharged after paliative care
Continuing education or training through video conferencing periodically

Hospital and Insurance Benefits :

Significant reduction in unnecessary visits & hospitdization for specidized care at
tertiary hospitals,

Earlier discharge of patients leading to shorter length of stay in hospitals,

Increase in the scope of services without creating physical infrastructure in remote
hospitas

7.8 Applications

TM can be utilized in all Clinical applications - medical, surgical, diagnostic
Emergency care

Military medicine

Disaster management

Homecare,

Rehabilitation

Tele-education

7.9 Types

Teeradiology
Teecardiology
Tele pathology
Tede ophthamology
Tele dermatology
Telesurgery
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7.10 Classification of telemedicine

Storeand forward : in thisthe datais sent first, the doctor at the distance see and
interpreted, and then the interpretation sent to the patient.

Real time: in this the doctor and patient communicate at the same time.

7.11 Features of telemedicine

e Tdeconsultation
e Tdediagnoss
e Teletreatment
e Tdemonitoring

e Telepresence

7.12 Media of Connectivity

Terrestrial Connectivity

e PSTN (Public Switched Telephone Networ k)

e |SDN (Intergraded Services Digital Network)

o VSAT (Very Small Aperture Termind)

e LAN/WAN (Local Area Network/ Wide Area Network)

M obile Connectivity

e GSM (Globa System of Mobile Communication)

® GPRS (Genera Packet Radio Services)

e 3G Cell phone with serial / USB Interface to connect Personal Computer
e CDMA (Code Division Multiple Access)
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7.13 Need of speed

® | atency or delay factor
® Oneand half seconds (VSAT link)

7.14 Transmitted data

Text

Audio

Stll images
Video images

7.15 Mobile TM unit

® Diagnogtic/Clinica devices
® Communication media

7.15.1 Clinical Devices
» Digitd ECG
» Electronic Stethoscope
» HighResolution Camera
» Tele-pathology Microscope
* Trinocular Tube
» X-Ray Digitizer
* Digitd Camera

7.15.2 System Required at Base Unit

The base unit consist of —
v Computer with telecommunication facility.
v' Multimedia Software for displaying bio-signals and view Digital images.
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7.15.3 Usage Scenario

The patient is examined and The specidist opines Diagnosisis sent back
the datais embedded in an and if required video
encrypted message and conferencing isused
sent to the referring site's

server

7.16 Telemedicine workflow (in store and forward system)

» The patient is examined and the data is embedded in an encrypted message and
sent to the referring site’ s server

» Thespecidist giveshisopinion

» Diagnosisis sent back and if required video conferencing is used

7.16.1 Components
Components of Telemedicine

Effective Telemedicine Solution

.

Communication Service Provider Application Service Provider

v .
Hospital Service Provider

5l



7.16.2 SWOT Matrix of Teemedicine

Strength Weakness

e Distance becomesirreevant e Lack of awareness

Cost of equipments

Dedicated and shortage of Manpower
Lack of computer savvy people

Inclination towards traditional
Doctor-Patient Model

® | ega Aspectsof telemedicine not clear

® Access to big pool of doctors
e Knowledge sharing
e Saves both time and money of patient.

Opportunity Threats

e Shortage of doctors ® L essbandwidth

e | arge population ® | ow investing capacity

® | esshospital/bedsin rura areas e | ack of health infrastructure
e Education Tool e Uneducated people.

7.17 Initiative of AsaHeart Foundation (AHF) in thefield of
Telemedicine

® AHF is pioneering the telemedicine revolution in India
® Started itsjourney on 2001

® Theteamisled by visonary cardiac surgeon Dr. Devi Shetty, Chairman AHF. The
Team consists of members who have conceptualized and implemented one of
Asd slargest and most successful telemedicine project.

7.18 Logistics

® Connectivity: ISRO has given their consent to give V-sat Connectivity free of cost
to all centre for the noble cause.

® Software & Hardware
® Video conferencing Camera
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Model Question
Paper -VII

Time: 3 hours Total Marks : 100

Section A

Answer any 2 questions (2 x 20 marks = 40 marks)

1

Explain what is a computer and what are the different components of the
Computer ? 4+16

2. Explain what are the various M S Office applications & their usage ? 20

3. What are the advantages of automation for any organization? Why Indian doctors

are averseto it? What isthe ideal role of the Hospital, the HIS vendor and the
Government in the hospital computerization process? 4+4+4+4+4=20

4. Define Telemedicine ?llludrate itsrelevance w.r.t. patients, physicians & hospitals?
What are the different applications, types & classifications of telemedicine ?
(2+3+3+3+3+3+3=20)
Section B

Answer any 3 questions (3 x 12 marks = 36 marks)

1. llustrate the functiong/activities of the any 4 hospital work area module ?
3+3+3+3=12
2. What are the problems related to the paper-based medical records ? What are the

core functions of EMR ? What is EHR ? What are the challenges related to its

implementation? 2+4+1+5=12
Define Information Technology ? What are the benefits of information technology
in hedlthcare? 2+10
Write full form of HIS? What are the different functions of HIS? Write the different
benefits of HIS? 2+2+8
What is EMR? Enlist the additional functionalities of EMR for better adoption by
physicians? What are the benefits from it for the physicians? 2+4+6
Wheat is the concept of Telemedicine? Why Telemedicine is needed? Illustrate the
history of Telemedicine. 2+2+8
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Section C

Answer any 4 questions (4 x 6 marks = 24 marks)

1

oA ®WN

o N

What do you mean by “Hardware”, “ Software” & “Memory”? 6
Define OS? What does an OS do? (2+4)
Wheat kind of information does the Help Desk module provides ? 6
What should be the function / activities of an ideal Inpatient service module ? 6
What are the benefits of Computer-based provider order entry (CPOE) ? 6

Define HIS? Enlist atleast eight different hospital functional areaswhere HISis
essentid? 2+4

What do you mean by the “Golden hour”? 6

. How relevant is the concept of “Telemedicine” in Indian healthcare scenario? 6
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Unit 1[0 HUMAN RESOURCE MANAGEMENT

AND ITSIMPORTANCE IN HOSPITALS

Structure

11

12

1.

Importance of Human Resour ce M anagement in Hospitals
111 Introduction

1.1.2 Nature of Human Resource M anagement

1.1.3 Assumption of human resour ce management

1.14 Fundamental principles of human resour ce management
1.1.5 Human resource utilization

1.1.6 Human resource development, human resour ce management and
personnel management

1.1.7 Characteristics of human resour ce management

1.1.8 Whether human resour ce management isa science or an art
1.1.9 Functionsof human resour ce management

1.1.10 Significance of human resour ce management

1.1.11 Importance of human resour ce management

Human Relationsin Hospitals

1.2.1 Introduction

1.2.2 Waysand means of maintaining cordial human relations

1.2.3 Importance of human relationsin hospitals

Importance of Human Resources

An organization—formal or informal, large or small, iscomposed of people-the
human resources-who are different from one another. Human resources
consist of the total knowledge, skills, creative abilities, talents and aptitudes
of an organization’s work force. They are the sum total of the inherent
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abilities, acquired knowledge and skillsrepresented by the talentsand aptitudes
of the employees.

The quantity and quality of human resour cesare modified by such environmental
factors as education, training and development.

The handling of physical, material and financial resources is very different
from handling human beings asthelatter are not intangible or passive-humans
differ from each other in their mental and physical abilities, personality,
interests, skills, emotional levels, intelligence, attitudes, energy, education,
training, experience, behaviors etc. It is because of these differences, human
beings are complex in their behavior and their psychological make-ups.

1.1 Importance of Human Resource Management in
Hospitals—An Overview

1.1.1 Introduction

Over the years, the importance of human factor in the accomplishment of organizationa
objectives hasincreased considerably because of increasing competition and globalization
of management. Now a days, the people at work are considered the most important
factors of production in factories and of service in hospitals from the point of view of
management. There is growing awareness on the part of the academicians and the
professional managers to review management as a process concerned basically with the
management of people because a tremendous overhaul is under way on the human
resource management front. These days the thrust is on to create a workplace that
motivates, retains, and gets the best out of people. Therefore, different organizations are
adopting different strategies. Hewlett Packard India has introduced new concepts such as
flexible time off-an employee can exchange hisweekly off day- for any other day to meet
his social commitment and or domestic chores.

The Houghes Software Systems has launched an ethics programme called * integrity’
to boost honesty along with productivity. All employees are encouraged to report any
unethical practicesthey observe around them. They want everyone to challenge everything
that iswrong in the organization. Stock options are being increasingly favoured both asa
means of reward and to promote a sense of ownership that helps organizationsin retaining
their personnel. In General Electric Company, employees are rewarded through sharesfor
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good performance. These shares are usually redeemable after three years and the
employees gain as the of the shares increases. The approach seems good but the path to
the perfect human resource management is still slippery. Most organi zations encounter
teething troubles because employees sometimes find the new ideas a bit too radical.
Therefore, in the rapidly changing management scenario, Human Resource Management
has an important role to play.

1.1.2 Nature of Human Resource Management

It israther difficult to expressthe true nature of human resource management. Human
resource management is concerned with the management of people at work. It reflects a
new philosophy, a new approach and a new outlook. The human factor plays such an
important role in the field of management that some people consider human resource
management and management as one and the same thing. As Appley observes :
“Management is the devel opment of people and not the direction of things.”

1.1.3 Assumptions of Human Resource Management

Human resource management integrates and emphasizes on performance appraisal,
career planning, training and devel opment, organizationa devel opment, systems devel opment,
incentives, welfare measures, etc. The important assumptions of the human resource
management are that the members of an organization are reservoirs of untapped resources,
top management should take the initiative to tap those reservoirs, it should formulate plans
and strategies and create a conductive climate for their implementation, should develop a
culture in which emphasisismostly placed on harmonious relationship amongst al members
of the organization, the thrust should be on salf-development of al its members and finaly
the members as well as the organization should be benefited when the organization
undergoes development. Thusis essentially incorporates al those expectations which are
not being fulfilled through the traditional personnel management.

Human resource management openly lays its claim on a fundamentally different
relationship between the organization’s employment function and its strategic role. The
assumption lying behind human resource management isthat it is essentidly a strategically
driven activity which is not only amajor contributor to that process but is a determining
part of it. From this standpoint the contribution which the management of the relationship
makes to the overall managerial processisasvital and informative as that of finance or
marketing.
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1.1.4 Fundamental Principles of Human Resource Management

Human resource management of n organization represents one of itslargest investments.
Therefore, it is of utmost importance to deal with its human resource sympathetically and
tactfully. Peter Drucker in his book, Practice of Management (Heineman, 1959), wrote.
“An effective management must direct the vision and effort of al managers towards a
common god”. His concept of avisonary god-directed leadership isfundamenta to human
resource management. While Douglas M cGregor advocated management by integration
and self-control, he believed that a management philosophy needed to be built up, based
on attitudes and beliefs about people and the manageria role of achieving integration.

Thus human resource management is an gpproach to the management of people based
on thefollowing fundamental principles:

1. Human resource management is concerned with integration by getting all the
members of the organization involved so that they may work together with asense
of common purpose.

2. Human resource policies of the organization should befair to all. They should
make amgjor contribution to the achievement of an organization’s objectives as
well as provide conducive atmosphere of working to the employees so that their
output IS maximum.

3. Human resources are the most important assets and their tactful management is
the key to success of an organization.

4. The culture and values of an organization exert enormous influence on the
organization. Therefore, organizationa vaues and culture should be accepted and
acted upon by one and all in the organization.

If the aforesaid fundamental principles are followed in letter and spirit, human resource
management will tap areservoir of untapped resources, develop a culture in which utmost
emphasiswill be placed on harmonious superior-subordinate relationship, and will create
an overdl climate in which the organization and its human resources will be ableto do their
best for each other.
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1.1.5 Human Resource Utilization

No organization can survive for long without proper utilization of its human resources.
Therefore, it isessentid to treat them with dignity as adults and partners. These fundamentd
human values can provide a base for closer ties between management and its personnel.
Once both parties have a clear understanding of each other, industries can have maximum
production and hospital'hotels can provide best service.

The following steps should be taken to improve the use of human resources :
Improve recruitment, selection and induction programme

Increase manpower budget

Introduce incentive scheme

Start work measurement system

Introduce training programmes based on training needs

Lay emphasis on new technology

N o o s~ w DN PRE

Stress on future planning.

Thus proper human resource utilization will not only be in the interest of the
organization but of the nation aswell.

1.1.6 Human Resource Development, Human Resource Manage-
ment and Personnel Management

Human resource devel opment is the main function of human resource management.
Every organization has the responsibility to develop its human resourcesif it wants to
remain operationa and grow further. In the modern times, human resource development is
the No.1 task for any organization. Its survival and growth depend on human resource
development. Organizations have now realized that employees ate human beingsand if their
talent is developed, they can be of immense help. Thisisthe reason that the employeesin
scientificaly and professionally managed organizations are being helped in a continuous and
planned way so that they can acquire capabilities required to perform various functions
associated with their present or future roles, develop their inner potentials for their own as
well as organizational development processes, and also develop an organizational process
and culture in which human relations are better, and more emphasisis laid on teamwork
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which lead to the professional well-being, motivation and instill a sense of pridein the
employees.

Human resource management is a process of bringing an organization and its
employees together so that the goals of the employees aswell as those of the organization
are met. It isthat part of management process which is concerned with the management
of human resources in an organization. It tries to secure the best from employees by
winning their confidence and whole-hearted cooperation. Human resource management
therefore involves al manageria decisions, philosophy, policies and practicesthat directly
influence human resource. It isa process congsting of acquisition, development, motivation
and maintenance of human resources. It means that human resource management includes
human resource planning, job analysis, job design, acquisition, training and development,
compensation, benefits and rewards, safety and welfare, motivation, employee participation
in management, organizationa development, performance gppraisa, job evaluation, human
relations, employee counseling, and human resource information system.

Personnel management is concerned with the manpower planning, recruitment, selection,
orientation, salary administration, performance appraisal, training, working conditions,
safety, welfare, promation, transfer, collective bargaining, disciplinary action and resignation/
termination/retirement.

According to Flippo, “Personnel Management or Human Resource Management isthe
planning organizing, directing and controlling the procurement, devel opment, compensation,
integration and maintenance of people for the purpose of contributing to organizational,
individual and social goals’.

Flippo has emphasizes that various managerial functions relating to procurement and
maintenance of people in an organization come under personnel management. The term
“human resource management” used synonymoudy with personne management sgnifiesthe
staffing function of management. However, some people distinguish between human
resource management and personne management by including personnd responsibilitiesin
respect of operative positions (workers) under human resource management and those with
regard to managerial positions under staffing. But this distinction is uselessin practice. It
is because human resource management is concerned with the management of human
resource of an organization consisting of dl individuas engaged in any of the organizationa
activities at any level. Some other distinguish between human resource management and
personnel management by stating that human resource management deals with planning,
recruitment , selection, orientation, training, performance appraisal, promotion, transfers
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and separations while personnel management deal s with manpower planning, recruitment,
selection, orientation, training, salary administration, performance appraisal, working
conditions, safety, welfare, hedlth services, promotion, transfer, separation, communication,
counseling, collective bargaining, disciplinary actions and personnel audit. Thus human
resource management deals with only with bright side of the personnel activities and
personnel management deal s both with the bright as well as dark side of the personnel
activities of an organization.

Therefore, human resource management is a narrower term, whereas personnel
management is awider term. The author does not want to add further to this controversy
and is personally againgt it.

Thereisno denying thefact, however, that human resource management is characterized
as being employee oriented with an emphasis on the maximization of individual skillsand
motivation through consultation with the workforce so as to produce high levels of
commitment to organizational strategic goals. It is aresource to be used to its fullest
capacity. It is an asset to be invested in. as far as human resource management is
concerned, it is non-strategic, reactive and preventive.

Human resource management certainly stresses those expectations which are not being
fulfilled through personnel management. Therefore, human resource management is depicted
as having an agenda which addresses business-related issues and thereby contributes to the
overall success of the organization in a proactive manner while personnel management is
depicted as having an agenda set for it by the more mundane requirements of the day, in
amore reactive manner. Thus some people view personnel management as curative and
human resource management as preventive by nature.

In its essence, human resource management is a strategic approach to the acquisition,
motivation, development of the organization’s human resources. It isa specidized field that
attempts to develop programmes, policies and activities to further the satisfaction of
individual and organizational needs, goals and objectives. It is devoted to establishing
proper organizational culture and introducing programmes which reflect and support the
care values of the organization and ensure their success. Human resource management is
the quditative improvement of human beings who are considered the most valuable assets
of an organization. It is, no doubt, an outgrowth of the older process and approach. But
it is much more than its parent discipline, viz. personnel management. Its approach is
multidisciplinary from the beginning to the end, is more comprehensive and deep rooted
than training and development.
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1.1.7 Characteristics of Human Resource Management

()

(i)

(iii)

(iv)

(v)

(Vi)

Human oriented. Human resource management, as the name suggests, is
concerned with the management of human resource of an organization conssting
of al individuals engaged in any of the organizationa activitiesat any level. It
deals with human relationship within an organization. It isthe process of bringing
people and organization together to achieve their goals.

Development oriented. Human resource management lays stress on
devel opment of employee’ s potentia, capacity, interest and their persondlity. It
hel ps the empl oyees to get maximum satisfaction out of their work.
Pervasive in nature. Human resource management is very wide in its nature.
It is concerned with the management of human resource of an organization
conggting of al individuas engaged in any of the organization’ s activities at any
level. Again, human resource management is pervasive in nature as people are
the necessary ingredients in any organization. The human resource of an
organization conssts of dl individuasat dl levels. It haswide coverage. Itisnot
confined to industry alone. It equally applies to al types of organizations-
government, non-government, educational, social, religious, etc. Moreover, it is
not confined to personnel functions aone but to all the functiona areas, i.e.
production, marketing, finance, etc. in factories, and nursing, medical, para-
medical, housekegping, maintenance, etc. in hospitals.

Continuous process. Human resource management is a continuing and never
ending process. It flowslike ariver continuoudy and is not stationary like a pool
or pond. It cannot be switched on and off like an electric bulb. It is a constant
function of an organization whether be it an industry or a hospital.

Multi-disciplinary. Human resource management deals with human beings
which have feelings and emotions too. Therefore, it isimperative to apply the
doctrines of economics, anthropology, sociology and psychology, etc. to deal
with effectively.

Developing discipline. Human resource management is a developing discipline
and is of recent origin as compared to the other specialized functions of
management, i.e. production, marketing, or finance. It made its humble beginning
only in the latter part of the nineteenth century.
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(vii) Management oriented. The human resource department operates in an
auxiliary or advisory capacity to other departmentsin the organization. It exists
to assst and advice the line and operating managersto do their personnel work
more effectively.

1.1.8 Whether Human Resource Management is a Science or an
Art

Human resource management is both a science as well as an art. It is a science
because it consists of well recognized body of knowledge, principles and techniques. It is
an art because it dedls with human beings, popularly called socid animaswho havefedings
and emotionstoo. It requires knowledge, tact and presence of mind to effectively deal with
human beings, i.e. the people at work.

1.1.9 Functions of Human Resource Management

Human resource management is a staff function. Human resource managers advice line
managers throughout the organization. Further-more, personnel requirements of the
organization may vary from time to time. The following functions of the human resource
department try to keep the organization going smoothly and efficiently by supplying with the
right type of personnel in the right position, when they are needed. However, it isthe first
and foremost duty of the human resource manager to see that square pegs are not fitted
into round holes.

1. Policy Formulation
2. Staff Function
3. LineFunction
(i) Procurement
(i) Development
(i) Compensation
(iv) Integration
(v) Maintenance
(vi) Records and Research and
(vii) Personnd Information System
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4. Control

5. Managerid
() Haming
(i) Organizing
(i) Directing and
(iv) Contralling
Policy formulation. One of the important functions of the human resource management
isto prepare new policies and revise the existing onesin the light of the experience gained
in the area of human resource management. However, those organizations which do not
formulate policiesfor human resource management may find that they are not meeting either
their personnel requirements or their overall goas effectively. To be meaningful, human
resource policy formulation must consider both the strategic plan and the external
environment of the organization.

Staff function. Line manager comes across various problemsin their day- to-day
management which can be solved satisfactorily with the advice of the personnel or human
resource department. These problems may relate to employee’ s grievances in connection
with distribution of overtime work, promotion, transfer, disciplinary action, etc. advice
given to them from time to time should be objective and legd, otherwise it will spoil human
relations at work.

Linefunctions. Line functions consist of procurement, devel opment, compensation,
integration, and maintenance of the human resource of the organization to achieve the
organizational goals. Candidates are usually selected through newspapers, professiona
journals, employment agencies, words of mouth and campus visit to colleges and
universties

Selection involves various techniques such as short-listing the application forms,
interviews, tests, reference checks, etc. Orientation is designed to help the selected
candidates fit smoothly into the organization. Newcomers are introduced to their colleagues,
acquainted with their respongbilities and informed about the organization' s culture, policies
and their behavioral expectations.

Training amsto increase employee s ahility to contribute to organizationd effectiveness.
It isdesigned to improve their skillsin the present job and to prepare them for promotion.
Performance appraisal is done to let an employee know about his performance. Low
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performance may prompt corrective action such as additional training or demotion, and
high performance may merit areward such asraisein salary or promotion.

The appraisal is done by the employee's supervisor, but the human resource
department is responsible to establish the policies that guide performance appraisals.
Promotion and separation are other major aspects of human resource management.

Control function. ‘Personnel’ is not just a benevolent helper, like other staff groups,
it is often assigned authority laden control roles that line managers may view asrestrictive.
Two important control roles which find place in management literature are auditing and
stabilization. “ Auditing refers to the monitoring by the human resource department of the
performance of line and other staff departments to ensure that they conform to established
personnel policy, procedures and practice in various personnel areas.

Stabilization involves seeking approva of the human resource department by the line
managers before they take any action. For example, granting annual increment, solving
union’ s grievances, taking disciplinary action against erring employees or rewarding the
others, etc. the underlying objective is to ensure proper coordination between various
departments vis-a-vis organizationa objectives.

Management functions. Like other functional departments, human resource
department also performs managerial functions like planning, organizing, directing and
controlling in respect of human resource department. Through planning managers constantly
shape and reshape their organizations. They decide in what direction they want their
organization to go and accordingly, make the plans and decisions and decisions to get
there.

By organizing, managers shape relationship with organizational structures and thereby
lead employees into the organization’ s future. To achieve the organization’s godl, it is
necessary to make the organization’'s structures effective, otherwise the process of
preparing people to work efficiently may collapse. A sensible strategic plan and sensible
organizational structure result in the fulfillment of organizationa goals. To trandate these
decisionsinto actions, managers encourage and support the people who carry out the plans
and work within the structures.

The manageria effort to keep people focussed on the goals of an organization involves
the process of directing. Finaly, controlling helps the managers monitor the effectiveness
of planning, organizing and directing and take corrective measures as needed. The process
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of ensuring that actual activities conform to planned activities is called controlling.
Management control is a systematic effort to achieve organization’ s objectives.

1.1.10 Significance of Human Resource Management

Importance of human factor, the only animate resource in the accomplishment of
organizational goals, has been growing rapidly. As Drucker remarked, “the resources
capable of enlargement can only be human resources. All other resource stand under the
laws of mechanics. They can be better or worse utilized, but they can never have an output
greater than the sum of the inputs. Man aone, of al the resources available to man can
grow and develop”.

Philosophy of management is aso changing in tune with the growing importance of
human factor. The modern philosophy of management seeks to take into account, the
nature of man which confirms the McGregor’ s theory according to this theory man is
potentially creative, trustworthy and cooperative. He also possesses potentia for growth,
achievement and constructive action with others. It is the job of the human resource
management to nurture and tap the employee’ s productive drives.

1.1.11 Importance of Human Resource Manage-ment
Theimportance of human resource management can also be judged from the following
points of view :
For the organization
() Maintaining adequate manpower supply through recruitment, selection, placement,
training and promotion policies.
(i) Developing right attitudes and required skills among employees through training,
refresher courses, workshops and performance appraisals.

(i) Maintaining high morale of workers through incentive schemes, worker’s
Participation in management and proper grievance handling and redressal policies
and procedures.

(iv) Developing good industria relations by tresting the workers as human beings and
thus reducing loss caused by unnecessary strikes and lockouts.
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For the employees

(i) Improving quality of work life through various welfare measures.

(i) Enhancing the dignity of labour through worker’ s participation in management and
treating them as human beings.

(i) Raising workers morale by giving them opportunities for personal development
and job satisfaction.

For the society

() Maintaining good industrial relations and thus minimizing loss caused by frequent
strikes and lockouts.

(i) Increasing productivity through worker’ s participation and motivation.

(iii) Better utilization of human resource through proper recruitment, selection, placement
and training.

(iv) Maintaining adequate manpower supply through appropriate manpower planning
and training policies and procedures.

1.1.12 Role of Human Resource Managers of Tomorrow

Bergey and Slover observe: The future manager will be more knowledgeable
about people, organizations and thetotal environment. He will effectively integrate
the techniques of infor mation technology with the human resour ces available to
him.

To meet future challenges, professionalism among the manager swill be on the
increase. With more formalized educational training in managerial techniques,
these managers will require different types of skills : top managers will need
mor e conceptual, analytical and decision-making abilities, first line supervisorswill
require technical skills and interpersonal leadership abilities and middle-level
manager swill need a blend of all the above. However, all levelswill benefit from
development and utilization of interpersonal relations.

Future manager s should be perceptive towards themselves, their superiors,
colleagues and subordinates, their organization, organizational goals, resour ces,
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changes in the environment, need levels, value systems, changes in knowledge,
attitude, behavior, technical requirements etc.

They should also be receptive to new ideas, operational techniques and
innovations, with patience and tolerance, so that they may not only perceive the
problems, but also diagnose cause of problems and find out suitable solutions.

Future managers should know how to lead group efforts, counsel with
individuals, and be a good listener. He should be ableto use “ positive motivation”
aswell as* negative motivation” to situations and peoplefor leading, as and when
situation / problem demands. He and his staff should encourage “ participative
management”, to improve organizational effectiveness through collective
participations through the rank and file of employees.
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Unit 2] HUMAN RELATIONS

2.1 Modern management has been largely aware of the fact that “human
factor” is the most important of all factors of production or services. As per
Douglas McGregor, many managers would agree that the effectiveness of their
organizations would be atleast doubled if they could discover how to tap the
unrealized potential present in their human resources. Today’s management
should have basic knowledge about human behavior and interrelationships of
human beings. A knowledge of the people, their urges, their motivating factorsand
behavior isthefirst step in developing Human Relations. The human resour ces
have to be handled with great care by the personnel manager, who should be
expert in the art of what is usually called “Human Engineering “ or “ Human
Relations”.

Defining Human Relations
In the broadest sense,” Human Relationsrefer to the interaction of peoplein

all walksof life”. In an organization, it isthe interaction of people employed in an
organization.

Huneryager and Heckmann defines Human Relations as a systematic,
developing body of knowledge devoted to explaining the behavior of individualsIn
theworking or ganization.

According to the Encyclopaedia of Personnel Management, the core of the
philosophy of Human Relationsisthat the managersrespond

a. toclearly demonstrate interest by management in the work that they are

doing and their own opinions ther eof, and

b. totheinformal social structure prevailing at the workplace.
Derek French and Heather Saward have defined “ Human Relations’ thus:

It is an approach to the theory of management and of organizations, that
emphasizes the individual worker’sneed for satisfactory relationship with other
members of hiswork group and hisneed to participate in decisonsthat affect his
work.
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In the opinion of Mac Farland, Human Relationsisthe study and practice of
utilizing human resour ces through knowledge and through an under standing of the
activities, attitudes, sentiments and interrelationships of people at work.

Davis observes : Human Relationsis an area of management practicein the
integration of people into work situation in a way that motivates them to work
together productively, co-operatively, and with economic, psychological and social
satisfaction.

M eefeesthat Human Réations are the medium through which both employees
and the companies mutually cooperate for the maximum satisfaction of the
economic, social and psychological wants of the people.

An analysis of the above observations and definitions points that :

Human Relationsisthe art of getting along with people either asindividuals
or asagroup. It isthe study of the practical attemptsto achieve the two separate
goals of :

a. greater productivity at work

b. greater human satisfaction with the organization.

Main characteristics of Human Relations

A. Human Relations are an integral process through which an individual’s
attitude and work are integrated with a view to effecting a willing
cooper ation from him in the achievements of the interests of an or ganization
as a whole.

B. Members of the organization contribute to get individual and group
satisfaction.

C. The satisfaction desired by an employee may be economic, social and
psychological .

D. Itisanintegrated body of knowledge composed of several elementsfrom
different disciplines. It is an interdisciplinary field because the study of
human behavior in a business setting requires an essential under standing
of the separ ate contributions made by other disciplinesand then integration
of that information into a unified whole field of study.

Human Relations are very important because “The purpose of Human
Relations concept is not to enable you to discover techniquesfor winning friends
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and influencing people through personality development, nor to enable you to
manipulate people, but to assist you in working mor e effectively with other people
in the organizations’.

Philosophy of Human Relations

John Mee observes :

1

2.
3.
4

Give the employee the facts, keep him in the “know” in advance
Do not dominate the employee; allow to keep his self-respect
Promote competitive spirit among employees, but avoid a fight

Set an example for the employees : they like to respect their superiors.
Train supervisorsin human relations.

Consider the employee's sentiments and social situations

M ake the employee feel important Give him an opportunity not only for
advancement but also for expression.

Provide reasonable security and safe, healthful conditions for work
Be firm : do not give concessions too easily; let the employee feel that
he has earned them fairly

Treat each employee as an individual :determine what makes him
valuable

10. Make decisions asfairly as possible after considering all available facts.

A successful management isthat which realizesthat the people working in an
organization are a valuable asset, which needsto be developed and utilized in the
best interest of all.

Human Relations Assumptions

Thereare certain fundamental assumptionsin the human relations approach

a.

A business organization is a social system. So, its activities are governed
by social as well as psychological laws. The behavior of the people is
influenced by their group aswell astheir individual drives. Hence, in an
organization, both formal and informal types of social systems exist side
by side.

Organizations need peoplejust as people also need an organization, with
some mutuality of interest.
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C.

People should betreated differently from the other factors of production,
as human beings are of a higher order. They should be treated with
respect and dignity. Their aspirations should be respected and their
abilitiesrecognized.

People feel satisfaction in work not only by getting money for it, but also
prestige, status, independence, security, reward and respect.

Employee participation isis essential for higher production and greater
human satisfaction.

Communication is the basis of any organization. Any failure in
communication system will impair organizational effectiveness in
achievement of goals.

executive skillsin human relations practice can be developed. An executive/
a manager can be trained to be aware, sensitive and competent to cope
with the human problems of an organization.

Scope of Human Relations

The scope of human relations arises from the problems which have many
causes. Halloran has stated these as

1

Every employee brings in a unique set of talents, ambitions and work
experienceto ajob. These personal attributes change over time, based on
hiswork experiences. Adjusting so many unique sets of personal qualities
to a standar dized technology can create problems.

The size, location, degree of automation in an organization definethetype
of work. These may cause difficultiesin human relations.

Restructuring of job roles and responsibilities—radical changesin basic
organizational structure can cause sever e strains between work-for ce and
manager s and create intense problemsin human relations.

Promotions and transfers require a general need for changed behavior
patter ns between the new supervisors and their former peers, which can
certainly create immense problemsin human relations.

Inexperienced workers take time to adjust to their new work — this can
create problemsnot only with the normal flow of work and the output, but
also cause problemsin human relations.
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Therefore, different kinds of human relations approach arerequired to deal
with these different sets of problems.

Objectives of Human Relations

A human relations programme attempts to improve employee morale and
motivation through an improved three-way communication and employee-
participation in the decision-making processes.

Theterm Human Relations encompasses two entirely different sets of objectives

A.

The goals of the organization eg : productivity, growth, maximization of
profit etc.

The goals of the people who work for the organization eg. Job satisfaction,
career advancement, recognition etc.

An under standing of human behaviour is essential to :

1

4.
S.

Assist the manager to develop a better realization of how his own attitudes
and behavior play a part in everyday affairs

Assist him to develop a keener sensitivity towards the other people

Help him to develop an improved understanding of the problems of
reconciling hisown interestsand capabilitieswith the need and goals of the
organization of which heisa part.

Enable him to anticipate and prevent problems and to solve them better
Assist him to see things as they are, NOT as they should be

Improvement in Human Relations

A.
B.

C.

Create a congenial work atmosphere
Arrange for better job facilities eg. Better tools, appliances and
raw materials

Provide opportunitiesfor personal advancementsthrough promotionsand
growth through development and training programmes.

Recognize the worth of quality control, reduction in cost, attendance at
work, safety, discipline and co-operation with the management in times of
crises.

Praise, appreciation and thanks should be liberal, to the deserving, when
due.
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Delegate authority commensur ate with responsbility and allow independence
to employees.

. Provide an opportunity to employees to realize their need for status,

position, prestige, for directing or ordering othersasto what isto be done.
All these will satisfy their ego needs.

Give personal attention to the problems of your subordinate, whether
work-related or personal, counsel and suggest solutions.

Establish, implement and utilize a proper machinery for the speedy removal
of grievances, complaints and dissatisfaction of employees.

develop a well-planned communication system sothat any changesin the

organization is made known to the employees and their feedback received
by the management.

. get thework done by consultation, suggestion and participation of employees

rather than through coercion, dictator ship and autocracy.

Encourage participation in decision-making processes, so as to improve
employee morale, skills and abilities.

Managers should adopt the following ten easy steps for improving and
maintaining a good human relations climatetheir organizations:

1

They should know their personnel —an adequate understanding of the
subordinates behavior on and off job may help them to motivate them.

They should help the peopleto want to perform their assigned tasks - this
will be aided by positive leader ship.

Them should praise them, whenever due, and in public.

They should be sincerely interested in their subordinates.

They should shareresponsibilities, as that helps the subordinates to take
on mor e difficult situations with improved confidence.

While formulating policies for employees, a positive approach should be
adopted.

They should set examplesfor their subordinates. People tend to follow, if
led properly.

Subordinates should beinformed in details about the background of awork
/ task and what is expected, so that they can build upon information
received from their superiorsand contribute accordingly.
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9. The managers should welcome complaints from the subordinates, asthis
will prevent serious eruptions later, if not vented or attended on time.

10. They should treat subordinateswith dignity and respect, as this approach
walks several extra miles to foster loyalty, reduce turnover and enables
employees to feel important in their jobs.

The short coursein Human Relations
The six most important words:
“I admit | made a mistake”
The five most important words :
“You did a good job”
Thefour most important words :
“What isyour opinion?”
The three most important words :
“ If you please”
The two most important words :
“ Thank you”
The one most important word :
“We'
The LEAST IMPORTANT word :

HIH

2.2 HUMAN RELATIONSIN HOSPITALS

2.2.1 Introduction

Along with keeping a good relation to provide the level of patient and public
satisfaction, the hospital needs cooperation goodwill of other public institutions on which
it it depends to perform its task satisfactorily.
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Hospitals provide medical care to the sick and needy. They are not in the business of
manufacturing goods but for rendering service and are far more dependent than other
organizetions upon their employee’ s morale and commitment. Employeesin such indtitutions
are constantly facing the public. Institutions which provide medical care are generally
criticized morefor the attitudes of their personnel than for the quality of the care. Patients
and visitors are more impressed and concerned with the attentiveness, empathy and
responsiveness of the health-care personnel than with the architecture of the hospital
building, sophisticated machines or ward facilities like television, refrigerator, telephone,
newspaper, barber, music, etc.

A hospital cannot exist without dependency or good relation with patients and other
public institutions as its basic motto is *good patient care Thistype of relation is called
‘Hospital Public Relation’

If ahospital has to achieve name, fame, morale and prestige for the institution in the
eyes of the public, then it has to create and strengthen contacts that can contribute to the
development of mutual understanding, respect and reciprocation between the hospital and
its public. Therefore, public relation is one of the important component of the hospital and
it isachallengeto the survival of the hospital in the community.

Human behaviour of two personsis not the same. It differs from person to person. The
manager should try to understand- what cause this difference and how to cope with certain
problems caused by their different behaviour. A manager with an understanding of human
relations and human behaviour can still make use of their differing behaviour to the
advantage of an organization.

Good human behaviour creates cordial human relationship and bad behaviour creates
bitter relationship. For understanding his subordinates/peers/superiors and maintaining
cordial relationship with them, a manager may have to acquire knowledge in such
disciplines as psychology and sociology.

The managers must understand that the good of the individuals is aso good for
organization for maintaining good human relations.

2.2.2 Ways and Means of Maintaining Cordial Human Relations

When all functions of human resource management are performed effectively and
efficiently, therewill be definite improvement in human relations. The following are the ways
and means to maintain and promote cordial human relations :
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1. By promoting honesty among the individuals.

2. Openness clears misunderstanding and restores good relations. Therefore,
one should be free and frank. At the same time, one should appreciate frankness
of others.

3. By helping and respecting employees of other departments when they visit
other’ s department.

By treating the subordinates with dignity and respect.

By winning those people who acknowledge his appreciation for their ideas,
By spesking about his own mistakes before criticizing others.

By providing himself to be agood leader, a manager can bring cohesion in the
group and thereby contributes to the improvement of human relations.

N o o &

8. Effective communication in away improves human relations.
9. By requesting the othersinstead of issuing direct or indirect order.

2.2.3 Importance of Human Relations in Hospitals

In his book Hospital Organization and Management, Mac Eacheren comments that
hospitals were slow to follow the lead of industries which had long ago realized the
necessity for good human relations and had set up human resource departments to perform
human resource function. Human resource management has been avictim of administration.
In conducting a survey of hospital board meetings, it was found that 40% of the time at
these meetings was spend by the governing board members talking about money, 20%
about building improvement and equipment, 15% about medical staff problems, 10% about
patient services, 10% about public relations and 5% about miscellaneous subjects including
human resource.

In modern health-care institutions, the personnel functions should be given due
importance and the human resource manager should be considered an integral part of the
administrative team so that he may arrange organizational conditions in such away that
people can achievetheir gods. Thisis one of the most important and complex responsibilities
of the human resource manager. Thiswill go along way in establishing cordial human
relations which will reflect in patient care.

The primary aim of hospitalsisto provide patient care of the highest quaity. An often-
overlooked truth isthat efficient patient-care develops not from modern medical equipment
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and drugs aone but from the workforce, a group of well-rewarded and motivated medical,
paramedical, skilled and unskilled personnel. The assembly of these personnel, who are
committed to ingtitutional goasand their fulfillment, is not just amatter of chance. It isthe
result of sound professional administration and cordial human relations.

Therole of human relationsin health organizations is concerned with the integration of
people into a work situation. It is also concerned with motivating personnel to work
together cooperatively and productively. In understanding the behaviour of human beings,
some knowledge of basic needs and human behaviour is necessary. It should therefore be
thefirst duty of health-care administrators and human resource managers to see that most
of the basic needs of their personnel are met so that their behaviour is of cooperation and
not of aggression at their work-place.

Thefollowing isthelist of Do’'sand Don'tsin the interest of good human relations:

1
2.

Do not injure the pride and sense of dignity of your employeesin any manner.

Set the target of their work in consultation with them and place your confidence
and trust in them.

Allow your employees to represent any current grievance and pay due heed and
give priority to such representations. As the saying goes, * astitch in time saves
ning.

Maintain contact with employees, ether directly or through supervisors, and foster
an environment of empathy and good human relations.

Make every effort to solve the problems- both official and personal- of your
employeesto their satisfaction.

ensure the training, better placement and promotiona opportunity of each individua
employee, if possible.

Welcome constructive suggestions from patients and visitorsin genera and from
employeesin particular.

Suppress tendencies towards luxurious working environment for senior officers but
do not spare any effort in improving the working environment for lower categories
of employees.

Fill higher posts by promoting your own personnel rather than recruiting people
from outside. Thiswill boost morale of your existing employees.

10. Reassure your employees regarding your responsibility for their future security.
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11.

12.

13.

14.

15.

It isagood ideato give to employeesasmall gift on the occasion of their festival-
not abox of sweetswhich will be eaten and forgotten, but something durable for
the house.

During the festival days, employees are suddenly faced with expenses which they
often cannot meet out of their normal salary. It is a good idea to give your
employees aloan at that time, which can be recovered in afew instalments.
When an employee gives a very good performance, supervisors and managers
should not hesitate in giving recognition to hiswork. This act of the management
will not only boost morale of that employee but of others also.

If the hospital can afford to, it should provide a proper canteen and subsidized
meals to the employees.

Where the distance from the nearest railway or major bus-stop is considerable,
hospital authorities should persuade local transport officias to provide transport
fadlities

Additional skillsfor hospital PR

Hospital PR practitioner in the area of heath care required special skill in order to
work effectively in thefield

Understanding the patient confidentiality and privacy act
Ability to communicate thoughts and ideas effectively an accurately

Knowledge of in community and health care administration i.e. patient consent
formsan their use

Anadytica and problem-solving ability

Knowledge of profit hospital operate and how non-profit one are one are funded
Knowing the hospital structure, department and support group

Familiar with the community where the hospita islocated

Writing skill and ability to handle different type of media

Human behaviour cannot be fully understood and accurately predicted, and as such,
all basic needs of the employees cannot possibly be fully met. Nevertheless, hospital
authorities should make sincere efforts to ensure that all laws which are applicable to
hospital are adhered to in letter and spirit and, if possible, should provide more than what
Is prescribed in the Statutes.
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Human wants and problems are multitudinous and diverse. As Dr. Peter Drucker has
wisely stated : “When you employ a man, you employ the whole man”. In other words,
al problems whether officia or persona which an employee isfacing, haveto be viewed
by hospital authorities astheir own problems. They must fully accept their responsibility for
the education, training, and development of their employees and for providing solutionsto
their problems.

In hospitals, the lower rung of employeesis usually not taken into confidence by the
hospital authorities at any stage. They are absolutely ignored. The present day’ s employees
expect to be treated with dignity. Therefore, al the concerned hospital executives must stop
working from above or pushing from behind. They should, instead, start leading from the
front and must work together with all categories of employees and gain their genuine and
whole-hearted contribution to achieve the hospital goals by providing them opportunities
for participation even at the planning stage.

These Do’ sand Don'’ts of human relations in hospitals may appear rather smple and
petty; yet they can act as powerful agentsin building bridges of understanding between
management and employees. The more affection and concern hospital authorities have for
their employees, the more co-operative will be the employees' attitude towards work. This
will result in very cordial human relations.

M ethods of Improving Public Relationsin Hospitals

High qudity of patient care will ensure smultaneoudy good public reations. Obvioudy,
apatient will never accept public relations programmein lieu of indifferent hospital care.
Thus, good patient care is a sine qua non. No amount of smiles, cheers and propaganda
will compensate for bad administration and poor professiona carein ahospita. A patient
comes with certain definite expectations to the hospital .

The reception isnormally the first contact point but often he may have made earlier
contact with the hospital by getting into correspondence or by contacting over the
telephone. All courtesies must be extended to him on these occasions to project a good
image of the hospital.

A lot of valuable information can be and should be furnished to patients even prior
to their admission. Certain details with regard to time and date and the person to whom
he should contact with exact place will help in achieving favorable opinion about the
hospital. Equally important is the fact that the person who is to receive the patient should
be available on right time or else thiswill lead to just opposite effect, and the patient may
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go back home disgruntled. Most of the hospitals have their own telephone exchanges.
The experience of a telephone call may be the first impression of understandable
Importance.

Telephone operators should answer calls promptly and politely and promptly respond
to the queries of the caller. Thiswould avoid waste of time and frustration.

Environmental sanitation, cleanliness and physical comforts provided to patients
create good impression. Well kept lawns, clean surroundings are reflection of good
adminigration which helpsin building initid confidence. Reception, Enquiry and Admission
Office should be established as one single unit. The staff posted there should be specially
selected and trained in human relations. They should be courteous, cheerful and above
al efficient in their work. Persons working here should have full knowledge of the routine
procedures of the hospital so that information to the patients or their relativesis furnished
without any delay.

The Outpatient Department is the most sensitive place from the public relations point
of view. Largest number of people visits this department.

According to the estimation of Mc Gibony (1969), for each bed in ahospital there are
500 visitors to a hospital in ayear. Thiswould explain the gravity of the situation. More
frictions and misunderstandings arise in this department than anywhere else. Separate
parking space for the staff and the public, adequate waiting space and seating arrangements
and facilities of whed chairs and trolleys should be made available. Public toilets, drinking
water, cafeteria, and public telephones are essentid in this department. Waiting time of the
patients should be rendered to minimum. Maximum number of doctors should be available
during the peak hours. Help of paramedical and non-medical staff isamust.

Voluntary agencies may be required to help the patients in finding out various areas
of the hospitd. This department should be organized in such amanner that thereisfree flow
of traffic and crosstraffic is avoided or minimized. In addition to the help from staff and
volunteers, suitable guidance aids like supply of information brochure inlocal community
centers and other sign postings will definitely help in creating a good impression. A
responsible member of the staff should be available to explain the reasons of delay or listen
to public grievances.

Measures should be taken to avoid queue jumping and influence of ‘pull’. To avoid
public resentment separate counters should be opened for the hospital, employees. The
Accident and Emergency Department or ‘ Casudty’ is another very sensitive area. People
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coming here are charged with emotions, anxiety and sense of” urgency. This department
should be staffed and equipped for round-the-clock services. It should be supported by
an efficient ambulance service.

Prompt medica relief and sympathetic behavior of the staff isvery important in building
good public relations. In one of the studies, it was’ observed that consumers were
dissatisfied due to misunderstandings, rough behavior of lower cadre staff and poor
information and guidance system in this department.

Most patients entering the hospital have many questions and concerns. Hospitals must
strive to answer their questions. A hospital information booklet provides information that
ishelpful to patients and their relatives. Often, patients are admitted in an eective basis and
they have time to plan their admissions. They can take advantage of these bookletsin
planning and preparing for their hospital stay. The booklet can be of various types and the
information to be incorporated therein will depend upon many factors. The hospital
adminigtrator should decide, after careful study, asto which information should be provided
through these booklets. There are certain other aspects which need careful consideration
which are described in brief as under.

Name L abels and Uniform :

All functionaries should wear uniforms and name labels. This creates initial good
impression on patients and reflects good administration. It also infuses among the
employees a pride and sense of belonging to theingtitutions. These dlso help in identifying
the staff by name and their status. These are particularly useful in OPD and ancillary
departments.

Importance of Color :

Color effects many of our moods and emotions. Proper choice of color can transform
depressing and monotonous atmosphere into pleasing and exciting one. It stimulates
employee’ s productivity. Hospital is one area where color can be used with measured
success not only in gppearance but for the psychological uplifting which it bringsto patients.

Delay in Admission :

Anxiety and distressis the result of delays in admission due to long waiting list. In
allotting priorities for admission, hospitals consider the physical state of the patients but
forget the social background and as aresult, social emergencies have to wait. Adequate
facilitiesin efficient use of present resources can resolve this problem to some extent.
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Ward Reception :

Patients are generally vulnerable to anxiety and fear on arrival in the ward. The
reception they get tends to leave a degp impression. Prompt reception improves the morale
of the patients.

Privacy :

Itisnormally observed that majority of the patients are dissatisfied with the type of
privacy provided in the ward. Provision of screens around each bed would afford greater
privacy. To have the privacy and at the same time provide the advantage of companionship
of other patientsin the ward, would go along way in creating a feeling of warmth and
understanding.

Food :

Good food, well prepared and attractively served to patients, makes avery favourable
impression. Presence of dietician or anurse at the time of service, creates good impact on
the patients.

Cleanliness :

Cleanlinessis much adesired thing in ahospitd. 1t not only enhances the image of the
hospita but also helpsin controlling hospital infection. Frequent cleaning and liberal use of
detergents and deodorants eliminates the stink which is most dissatisfying.

Information about IlIness:

The most important thing to a patient isto know as to what is wrong with him and
how long will it take to recover. Information in this respect will aways be associated with
fear, anxiety and thus, will help in building patients confidence. A doctor or anurse should
be available in the ward during visiting hours to furnish information regarding illness of the
patientsto their relatives.

Visitors:

Relatives and friends come rushing to the hospital the moment they learn about the
illness of their near and dear one. Thisisto show their loyalty, affection and strength of
ties. It also satisfies emotional needs of the patient. The relatives etc. are alowed to visit
thelir patients for a short while. The visiting hours policy should be more liberal for the
visitorsto the serious patients and relatives coming from distant places. Too rigid visiting
policy makes the public critical of the hospital.
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Complaints and Suggestions:

The best way to deal with complaintsisto do everything possible to avoid getting them
by anticipating the problems. In spite of the best intentions of everyone and as it happens
everywhere else, sometimes things go wrong.

Any complaint and suggestions should receive prompt attention and wherever possible
remedial actions be taken. Equally important isthat whatever action istaken, the sameis
communicated to the complaint.

Mortuary and Chaplain Facility :

The disposal of the dead is influenced by religion, social and cultural beliefs and
practices. It is necessary to provide within the hospital or its premises a place to which a
dead body can be moved quietly so that other patients do not get upset.

Disposal of dead has a great bearing on public relations of the hospital. Thisisa
senditive areafor the relatives and friends. Even unintentional neglect or delay may carry
unpleasant impression about the hospital. Utmost care is needed by all members of the staff
to ensure that prompt and proper disposal of the dead is arranged.

Train Medical Personnel :

Some healthcare organizations are beginning to recognize the potential impact of
leveraging socid media channelsto complement training efforts. Mayo Clinic Socid Media
Manager Lee Aase, for example, incorporated social media into a recent training
presentation for loca chapters of the American Heart Association. During the presentation,
Aase leveraged Twitter to encourage participants to contribute to the discussion using the
#AHAchat hashtag.

Weaving socid mediainto hedlthcare training initiatives can provide multiple benefits,
including :
» Giving trainees aforum to ask questions and quickly receive answers

» Providing presenters with immediate feedback from trainees (i.e., if trainees have
mastered a concept or if more guidance is needed)

» Enabling organizations to complement healthcare marketing efforts by sharing
dideshows, video or pictures from training sessions on social siteslike Y ouTube
or Flickr
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Unit 30 BASE OF A GOOD IMAGE

Structure

3.1 Introduction
3.2 Methods of promoting good Customer Relations
3.3.1 Operative Methods
3.3.2 Communicative Methods
3.3.3 Indicatorsfor Measuring Customer Relations
3.4 Additional important considerations
3.4.1 Communication to the press
3.4.2 Medical Information and Information Regar ding Patients
3.4.3 Nursing Services
3.4.4 Roleof women’svoluntary organization
3.4.5 Conclusion

3.1 Introduction

Due to a growing appreciation of human values coupled with improved socio-
economic conditions, the community’ s expectations from hospitals have undergone a sea
change. A hospital isapart of social system. Firstly, it hasto deal with professionaslike
doctors, nurses, technicians and other paramedica personnel. Secondly, it hasto dea with
personnel that are a part of the management services like dietary, laundry, supplies,
housekeeping, accounts, watch and ward and so on. Thirdly, it has to deal with the
patients, their relatives, visitors and the community at large. Therefore, the hospital must do
more than to satisfy its actual customers. Apart from those who are attending as outpatients
or are admitted asinpatients, there are all the potential customersin its catchment areawho
at some future time will need to call on its services.

89



Public relations are not only asummation of individua relations, but much more. These
relations have their origin in the acts and attitudes of every worker and staff member who
collectively mould the image of the hogpital in the community. Current and ex-patients are
the best (or worst) advertisement for a hospital. People cannot resst telling their friends and
neighbours about a hospital experience, and from this emerges a series of pictures of the
hospital which together make up itslocal image.

Public relations can be defined as the image of ahospital by the users and their peer
groups. The image may be positive or negative, and is a combination of :

I. impressions of the users and public,

ii. attitudes of the people working for the hospital,

lii. attitudes of hospital administration.

Theintrinsic needs of each of the above differ.

Petients want effective services and satisfaction and a sympathetic approach. Workers
(staff) want job satisfaction and recognition by their peers and people. Hospita administration
wants efficiency and maximum satisfaction of staff aswell as patients.

Good publicity by itself isnot only part of public relation although an essentid part of
it. An understanding of the consumer’ s needs and sympathetic servicesisthe crux of public
relationsin ahospital.

The three things that project a positive image of hospital are:

I. technically competent medica care,

ii. amutua trust between and hospital and its clientele, and

iii. goodwill and understanding between patients and the hospital staff.

Nevertheless, the extent of good public relations which a hospital enjoys cannot be
measured quantitatively. Y et, the extent can be dlicited by asking users asto their genera
Impressions of a particular hospital. The impression which the community harbours about
ahospital may be pleasant (positive), indifferent, or unpleasant (negative). Thisimpression
IS not just a question of chance alone. Creation of thisimpression has to be deliberately
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planned and actuated by conscious effort. It is one of the functions of public relations to
continuoudly promote understanding and appreciation of the hospital by the community, and
to continuoudy monitor it.

“The manner in which activities are carried out on the patient or in hisor her territory
isimportant. Thisincludes recognizing the patient as an individual, providing explanations
where indicated, not leaving the body exposed, working quickly to minimize bodily contact,
and recognizing the physical and psychologica discomfort that may arise from an invasion
of policy.”

There are many reasons for bad public relations and poor image of the hospital
resulting in complaints. The main complaints from the patients and the community relate to
thefollowing.

Complaints relating to patients and community

1. Indifferent care Lack of “human touch”

2. Low quality care Assessed by patients from the qudity of linen, diet, equipment,
facilities, cleanliness, etc.

3. Lack of information About facilities and staff, but especially on the patient’s
disease condition

Lack of guidance Sign, posting, boards, ora information

Lack of creature Chairs, benches, drinking water, toilets, etc. comforts
Delays at almost every step

Overcrowding

Long queues

© oo N o g &

Noise
10. Poor sanitation
11. Behaviour of staff
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THE IMAGE OF THE HOSPITAL STEMS FROM STAFF INTERACTION
WITH OTHERS

N

N

RELATIVES
COMMUNITY AND
ORGANISATION VISTORS

LEADERS

~_ < COMMUNITY >

The patient including his family and relatives is a bundle of expectations, anxieties,
hopes and fears. While as hospitals tend to judge themselves on formal levels such as
number of beds, specialists, equipment, size of budget and so on, the patient is not
interested in such statistical aggregates. Once in ahospital, he or she seeks satisfaction for
hisor her very specia and private psychological and emotional needs.

A patient has needs for privacy of person- at least when he or sheisnot criticaly ill.
He or she needs a so the options of sociability when he or sheisfit to socialize within the
hospital. He or she has the need to be informed in general about his or her illness and
progress. He or she needs freedom from pain when it occurs. He or she needs at least to
be informed about the planning of his or her care. He or she has the need to be assured
that he or she will not be abandoned at atime of crisis. The patient also needs to have
confidence that people caring for him or her not only are good in their job but also know
his or her special requirements. And he or she needs to feel the presence of the reassuring
nurse who cares about what happens to him or her.

Depending on itsimage, a hospital is varioudy considered as acrisis place, acuring
place or a trauma place. As a place, Canter Considers the nature of the hospital as
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resultant of the interaction of three mgjor influences as under, and suggest that each of these
should be constructively modified it we seek to humanize the hospital :

I. thephysical stting,
ii. theactivities which take place within, and
iii. the conceptions held by users.

Even when the hospital is not dependent for its continued existence on the financial
support of the community, it cannot properly fulfill itsrole unlessit can win and maintain
the confidence of the public which it isthere to serve. Hospital administration must ensure
that the hospital is serving the purpose for which it is created and is meeting the needs of
those it serves. To meet thisaim, all those concerned with the hospital have to make a
conscious effort to project the correct image of the hospital. This effort on the part of a
hospital is nothing el se but the essence of public relationsin practice.

Public is becoming more and more conscious of their rights and privileges and are
expecting a higher standard of service. They cannot evaluate the professional quality of
care, but they do evaluate food, linen and housekeeping services and behaviour of the staff.
They are generaly grateful to the attending physician, but they may not be so grateful to
the hospital for the bed, board and other services. It isthe public for whom the hospital
exists. Therefore, public relations have to stem from the involvement of every single
individua working for the hospital, as every action by every such person is an act towards
public relations. Thereis aneed to dispel from the minds of the physiciansworking in a
hospital the notion that public relations are the task of the administrator aone. The image
of the hospital reflects through the behaviour of every member of the staff.

A battery of hedth professionals have frequently to interrupt the patient’s privacy and,
S0 to say, trespassinto hisor her territory often without knocking or announcing. Members
of the medical team often carry out activities without introduction. And then they depart
without any explanation as to what they have done. In some hospitals, the patient seems
to get adistinct impression of being the trespasser on the territory of the medical team than
the other way round.

3.2 Methods of Promoting Good Customer Relations

Broadly, there are two methods of promoting good public relationsin ahospital. They
are the operative method and the communi cative method.
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3.3.1 Operative Methods

Operative methods are essentialy connected with almost every aspect of the hospitd’s
operations, including those that are carried out by such workmen as tel ephone operators,
inquiry office personnel and admission office clerks to mention afew. All those coming in
contact with patients, as well as those operating behind the screen share the same burden.

The three fundamental ingredients of a hospital’s operation are : (i) cheerful and
courteous behaviour, (ii) prompt and efficient treatment, and (iii) clean surroundings and
well-kept appearance of workers. Some of the important aspects are enumerated below.

1. A high quality of patient care is the sine quo non of good public relations. No
amount of smiles and propaganda can compensate for poor professional care.

2. Adeguate physica facilities with agood functiona layout. Adequate waiting aress,
toilets, drinking water and refreshment facility in the outpatient department and
such facilities which take care of the basic creature comforts of the patients and
others.

3. To make others happy, one must be happy himself. Good morale of workers not
only increases efficiency, but workerswith high moraeinteract in a positive manner
with one another and also with patients and the community. Frustrated doctors,
nurses, technicians and paramedica personnd will bring the working of the hospital
into disrepute. The least expensive way to improve public relationsisto render the
service with asmile and cheerful greeting.

4. By placing more emphasis on technology in dealing with the diagnosis and
treatment, there must always be a continuous effort not be create other anxieties
and concerns. As Florence Nightingale exhorted that the first concern of the
hospital isto do patient no harm.

5. Operating efficiency with effective coordination among dl clinica departmentsand
other supportive services stems from good administration. Organizationa structure,
policies and procedures, authority and accountability should be clearly understood
by each worker.

6. Sendtivearess

a Many misunderstanding by patients and public originate in the OPD. efforts
should be made to reduce high waiting time of the patientsin OPD.
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b. Lindell hasfelt that the nature of the admission process plays amajor part in
determining the humanity of the hospital. The procedure may be an adminidrative
triumph, but if it reduce our patient to abarely significant case or number who
isan imposition on the high technology medica shrine, the processisafailure.

c. Delay in receiving specimens at the laboratory counter and delay at the
dispensary should be curtailed.

d. Casualty department must be organized to deal with any type of casudty, at
the same time causing least confusion when anumber of relations accompany
the patient.

e. Importance of food served hot from the dietary department and of clean and
well-pressed linen from the hospital laundry cannot be overemphasized.

7. Other activities The Hospital premises should be kept clean at all times and not
only during the morning working hours. Hospital visitors should be dealt with
courteously- their visit to a hospital inpatient is of great emotional value to the
patient. A member of nursing or medical staff should be available in the ward
during visiting hoursto answer their queries. Availability of medico-socia workers
inahospita in very beneficid in - repects of patients having socia problems more
than medica problems. Voluntary services by people from the community help to
provide emotional support to patients. Such services can run libraries for patients,
write |etters on behalf of disabled patients and help the nursing staff in carrying out
unskilled nursing chores. Perhaps the greatest benefit is that they soon develop an
insight into the limitations of the hospital and, by discussing the same with other
members of the community, cause a mutual understanding and goodwill between
the hospital and the community.

3.3.2 Communicative Methods

These methods employ means of communication in all possible forms to enable the
hospital to convey its message to the public. Some of these are a so intermixed with the
intramural functions of the hospital and operative methods. The other dealswith the media
The communicative methods may be used in the following ways.

1. Making available appropriate information to the patients, their relatives and visitors
at enquiry and registration, and also on patients discharge regarding his or her
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hedlth status and follow-up. A discharge interview with the attending physician can
servethis purpose well.

An open-house approach to the visitors without interfering in the routine medical
Care functions. Large number of visitors to patient cannot be avoided in our
peculiar socio-cultural ethos.

The queries of the relatives and visitors can be satisfied if adoctor or senior nurse
conversant with the ward is made available in the ward during the visiting hours for
this purpose.

Adminigirative rounds by hospital administrators at different levels. However, they
should be asinformal as possible.

A provision to listen to verbal complaints instead of insisting or written ones.
Written communication : prompt repliesto questions.

Provision of a suggestion box at an appropriate place.

Visua communication- film shows, exhibitions, hospital brochure.

Hospital tours by groups such as school teachers and students, housewives and
members of women’ s organizations, peopl€e' s representatives, religious leaders.

10. Holding of an annual “Hospital Day” or open-house day where public can be

shown every aspect of the hospital’s operations including some of the highly
technical functions.

11. Advisory committee- its role should be to suggest to hospital administration the

methods to overcome their shortcomings, and interpret the functioning of the
hospital to the community.

12. Taksand interviews on radio and television.
In his discussion on the humani zation of the hospital, Lindell has advocated that firstly

the misconceptions held by community towards the hospital should be dispelled by
breaking down the “trauma’, “crisis’ and “high technology” association and by developing
the health maintenance and community support images. Secondly, the physical setting
should be modified to respect the “human” in the patient is understood and respected. On
entering hospitals, people do not cease to be individuals with no personalities and, needs
and do not cease to interact of their own and become merely bodies.
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3.3.3 Indicators for Measuring Customer Relations

The following are the means through which the extent of public relations can be
gauged.

» Patient satisfaction surveys

» Generd opinion poll

* Number of complaints received

 Extent of voluntary effort by community

» Turnover of medical staff

» Consistency in attendance by patients

» Donations

» Lettersto editorsin local papers.

* Inpatientsleaving against medical advice (LAMA).

Public Relations Officer

Few hospital authorities have regarded public relations as a special function calling for
the services of an expert. In smaler hospitas, the chief hospitals administrator or his deputy
usually assumes this responsibility in dealing with the external agencies, delegating certain
functions to others at appropriate levels. However, larger hospital will require afull-time
public relations officer.

3.4 Additional Important Considerations

3.4.1 Communication to the press

A prudent administrator must get to know the local press. The local press can bethe
hospital’ s principle helper in thisregard. A hostile press can do alot of harm. If an editor
understands the hospital’ s problems, he or she can help enormoudly. However sensationa
reporting cannot always be prevented. In such cases, it may be worthwhile to hold a press
conference and be frank. When something has gone seriously wrong and consequences
may be of legitimate public concern, to await questions and then provide patchy answers
isto court disaster. Legitimate information must be volunteered as early as possible

Clearance of al materid intended for release must be controlled by the chief of public
relations who would consult the concerned departmental chief. The materia should be put
on aformat and released in a manner calculated to benefit the hospital. Information
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regarding the condition of hospital patients, especially VIP sand very serious patients,
should be guarded and preferably governed by an approved code. Interviews of patients
by the press of taking their photographs should only be permitted if the patient or his or
her relatives consent and if it isin the hospital’ s interest.

3.4.2 Medical Information and Information Regarding Patients

Information concerning the medical staff for release for public consumption, except
medical papersfor professional publications, is required to be cleared by public relations.
Needlessto say, such information and medical facts should be within the ambit of medical
ethics. No information regarding patients should be released without the consent of the
patient (for which a consent form must be signed by the patient) and the consent should
be “informed consent”. All questions about the hospital, its operations and its patients
which are likely to be publicly quoted or published must be cleared and replied only by
the chief of public relations.

3.4.3 Nursing Services

Whatever may be the physical condition, the psychological needs or patients demand
astrong sense of its recognition by nurses. The nursing staff must learn to assess with a
refined judgment what are the patient’ s needs without, more often than not, the voluntary
declaration of how he or shefedls or wants. To this end, the nursing education programme
should be able to prepare them adequately for performance of the patient activities rel ated
to their cultural bases. The hospital administrator on his part must determine the patient
commitments peculiar to his hospital, communicate them effectively to all levels of
supervison and through them to the nursing staff for crestion of better team spirit. Problems
identified through consumer critique can be manipulated by managerid effortswhich involve
nothing but thoughtfulness, concern for patient’ s needs are respect for human dignity than
anything else.

34.4 Role of women’s voluntary organization

Thereis consderable scope of women's voluntary organizations not only to improve
public relations but aso in easing some of the administrative burdens of the hospital. These
organizations have been doing commendable work for many worthwhile causes, including
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hedlth care; there is no reason why their services should not be utilized on abigger scale
in hospitals.

In many western countries, millions of women give their dedicated time to voluntary
hospital services. In USA, the service isformalized in the form of “Women's Hospital
Auxiliary”. The NHS of England has demonstrated the effectiveness of community
involvement especialy in long stay hospitals and utilizes the services of volunteers
extensively. For the last 20 years, the NHS has shown its appreciation of volunteers by
appointing voluntary service coordinators (320 VSCSin 1986) to get the best out of it,
and to enhance the effectiveness of voluntary service contribution.

Voluntary effort by such organization can be utilized in hospital wards, in the OPD, at
the reception and enquiry counter, in managing gift shop and in fund raising. However it
isthrough their work generaly establishing community contact and educating the community
that their public relations value lies. The volunteers should be made conversant with the
generd functioning of the hospital in order to make effective community contact.

However, it should be made certain that such services do not attempt to exercise
authority in the administration of the hospital and became aliability than an asset. Usually,
they can be of unestimable value, provided working relationship between such organizations
and hospital administration are laid down on mutual understanding.

3.45 Conclusion

In conclusion, it is necessary to strive to provide a high quality of service aswell as
to educate the public on the hospital’ s problems or limitations. The hospital has to exist,
function, survive and grow as a part of the social system, it cannot function in itsown ivory
tower. It is bound to be influenced by the externa and internal environment asin turn it
influences them. The warmth, concern, perception, sengitivity, and compassion are integral
to the art and business of hedling- it can never be replaced by technology. Nursing services
has an extremely important role to play in this respect. The patients and the community
have a legitimate right to expect a reasonably satisfactory standard of service, and the
hospital has an obligation to meet it. Public relations programme cannot be a sporadic
activity but has to be ongoing process.
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Unit 4[] CUSTOMER SATISFACTION

Structure
4.1 Customer Satisfaction

4.1.1 Introduction

4.1.2 Concept of Satisfaction

4.1.3 Why ispatient satisfaction important?

4.1.4 FactorsInfluencing Patient Satisfaction

4.1.5 Suggestionsfor Improving Patient Satisfaction
4.2 Patient Dissatisfaction

4.2.1 Service Recovery

4.2.2 Action Plan for service recovery

4.1 Customer Satisfaction

4.1.1 Introduction

A patient isthe main user of a hospital. Heisa person in distress. He expects
from the hospital

1. Comfort

2. Care, and

3. Cure.

Hisdistressismore if

* heisnot attended to, but left alone

 theattending personnel do not ask him what histroubleis

 theattending personnel do not listen to him when heis explaining his problem

» histroubles (complaints) are not taken serioudy (patients are some times told that

they are exaggerating their problems)
* hedoes not get quick relief
* heisnot told what is being done about him
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* heisnot told what he can expect in terms of attention and cure

» thereisan aimosphere of pain and distress around him, particularly in genera
wards

 thereisan amosphere of filth and neglect (unkempt surroundings, dirty linen, pests
on the food and walls)

+ thediscomfort through illnessis accentuated by mosquitoes, loud noiseslike diwali
crackers, marriage and music, etc.

The primary function of ahospital is patient care. The patient is the ultimate consumer
to the hospital. It is one of the yardsticks to measure the success of servicethat it produces.
The effectiveness of the hospita relates to provision of good patient care asintended. The
patient satisfaction isthe redl testimony to the efficiency of hospital administration®. Asthe
hospital servesal the members of the society the expectations of the users differ from one
individual to another individual because everyone carries a particular set of thoughts,
feelings and needs. Hence determination of patients real feelingsisvery difficult. It isthe
responsibility of the administrator. “ Put yourself in your patient’s shoes,” this proverb
explains how to proceed with a patient. Though it is difficult one can get it by using some
tips such as listening to the patients, asking questions and seeking answers, by doing
something extrafor each patient and by admitting mistakes gracefully and so on.

4.1.2 Concept of Satisfaction

Satisfaction is an important element in the evaluation stage. It refers to the consumers
state of being adequately rewarded. Adequacy of satisfaction isaresult of matching the
actual past experience with the expected reward. Patients form certain expectations prior
to the visit. Once patients come to the hospital and experience the facilities, they may then
become either satisfied or dissatisfied. Satisfaction or dissatisfaction refers to emotional
response to the evaluation of service, consumption, experience. It will have five key
elements. They are:

1. Expectations : The seeds of patient satisfaction are sowed during the pre-
purchase phase when consumers devel op expectations or beliefs about what they
expect to receive from the product. These expectations are carried forward and
again activated at the time of reusing.

2. Performance : During the usage of services the patients experience the actual
product in use and perceive its performance on the dimensions that are important
to us.
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3. Comparison : It will be done after usage with pre-usage expectations.

4. Confirmation/Disconfirmation : Comparison of expectations with actual
performance resultsin satisfaction or dissatisfaction.

5. Discrepancy : If the performance levels are not equal, discrepancy results.

4.1.3 Why is patient satisfaction important?

B Public accountability
B Quadlity improvement
® Macro-level :
B system performance management
B benchmarking
B competition/contestability through markets
® Micro-level :
B feedback to professionals and managers
B acceptability of processes/ social model of health
A theoretical model of patient views
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Problems of expectations
B Assumed rationdity of utility-maximising individuas (economics, marketing)
B Unformed, imprecise, manipulable
B Different meanings
® |dea —what we would like to happen, irrespective of redlity
® Normative —what we believe ought to happen
® Predicted —what we really think will happen
What are the deter minants?
Petient specific
B Expectations—lack of evidence
B Hedth status
® poorer health, more negative
® |onger length of stay, more negative
® repeat patients, more negative
B Socio-demography
® Age-—consistent positive relationship (adults) unclear amongst children (and
parents of young)
® Gender —inconclusive/ mixed results
® Education —more educated can be more critical
® Ethnicity —inconclusive/ mixed results
® Socio-economic status —inconsi stent effect
® Married/co-habiting —more positive on human aspects, less positive on physica
aspects
What are the deter minants?

urvey logidtics
B Responding aone (without help), more positive
B Significant others — often more negative
B Immediate responders (1st mailing), more positive
® |ater responders tend to be older, widowed and needing help to answer
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One or several dimensions?
B Globd satisfaction

® Limited relationship to health care experience
® May be ameasure of quality of life, rather than quality of health care

B Specifics show multidimensiona picture

® Variesaccording to health service

4.1.4 Factors Influencing Patient Satisfaction

Every human being carries a particular set of thoughts, fedlings and needs. The wishing
list might be of value for those who want to know the real person within the patient. One
must admit that there are alot of things which could be atered. By getting to know the
patients alittle more to get their views on the care one ought to come closer to what the
patients consider as a good care'°.

It can be said that there are five determinants of patient satisfaction, they are

1
2.
3.

Reliability : the ability to perform promised service dependably and accurately.
Responsiveness : the willingness to help the patients and provide prompt service.

Assurance : The knowledge and courtesy of employees and their ability to convey
trust and confidence.

4. Empathy : the provision of caring and individualized attention to patients.

Tangibles : the appearance of physical facilities, equipment, persona and
communication materias.

Excdllently managed healthcar e or ganizations ar e having the following practices.

1

Top service hospitals are patient obsessed. They have a clear sense of their target
customers and their needs.

The best service hospitals set high service quality standards. The standards must
be set appropriately high, which leads to patient satisfaction.

Culture, subculture and socia classes are important in determining the satisfaction
levels. Culture is the fundamental determinant of an individual’s wants and
behaviour. It refersto a set of feelings of the patient or hisrelatives. Social class
reflects sex, income, occupation, education, area of residence and recreational
preferences, etc. which are important in determining the satisfaction levels.
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4. Thepatient’s behaviour is greeatly influenced by socia factorslike reference groups,
ideas, beliefs. Reference groups here refer to peers, relatives, neighbours and
friends. The family members are the important persons in influencing the patient.

5. The person’s satisfaction is influenced by the psychological factors such as

perception, learning and attitudes.

Apart from the above, other factors that influences the patient satisfaction include
availability of adequate staff, availability of physica facilities and equipment, design of the
ward, cleanliness, environment, availability of clinical services, work load of the staff,
behaviour of the doctors, nursing staff, paramedical staff, effectiveness of management
functions, the leadership styles of administrators, communication channels, policies and
procedures etc.

4.1.5 Suggestions for Improving Patient Satisfaction

The concept of hospital today is different from what it used to be in the past. Earlier
importance was given to traditional custodian functions but today it isrecognized asa socia
ingtitution. Aswe are moving to service economy the customers are more critical and keen
towards quality services and high standards. Here the importance isfor relations along with
physical facilities. Patients, the only reason for a hospital’ s existence, need services, which
are reasonably accessible, and readily available at all times. In this changed environment
patient becomes focal point. Hence, the hospitals must strive for maximum patient
satisfaction and provide patient oriented service. Satisfaction gives confidence in the patient
in facing the diseases. It is difficult to determine the real feelings of a patient. It isthe
responsibility of the hospital administrators to keep the patient and his attendantsin satisfied
state. From the above discussion, it may be concluded that out of three sample hospitals
Deccan that runs along corporate lines is satisfying the needs of the patients considerably.
As asuperspeciality hospital, the authorities are succeeded in providing basic facilities to
the needy patients. Though it stood first in the analysis, these hospitals are not away from
the problems. The change in the doctors and other staff of these hospitalsis not real. It
isonly half hearted. Doctors are unable to come out from their own psychological set up.
Paramedical staff isbecoming strong and envious of doctors and Institution and unable to
come up to the expectations of the top administration. Another problemis cost of medica
care. One should not ignore the Indian conditions. Here, more than 25% of the popul ation
is below the poverty line. These masses cannot afford to pay. But our corporate hospitals
are becoming centers for rich. So there is every need to bring down the costs of the
services and should be economical. Moreover, unethical advertisements, Heavy
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advertisements are to be curbed with heavy hand. Doctors should not forget the Indian
code of medica ethics, which will be given to each applicant at thetime of their registration
and asks the applicants to pledge to dedicate their livesto the service of humanity.

4.2 Patient Dissatisfaction

“An Error gracefully acknowledged isa victory won.”

Most patients are very forgiving if they are informed about the situation that may have
resulted in poor service, or given them abad impression about the organisation. They are
even more forgiving if they get a persona apology. They may become lifetime converts
and proponents of your hospital if atangible expression of regret takes place.

421 Service Recovery

® Theprocessof acknowledging and correcting errorsis caled service recovery. The
stepsin service recovery are caled the Triple A Action Plan :

B Acknowledge
B Apologise
B Amend

TheTripleaAction Plan

Acknowledging the Mistakes

APOLOGISE

® Saying “l am sorry” isacritical step in service recovery.

® An Apology conveys concern, which is one of the key characteristics patients
seek from physicians and the staff members.

® |f there's even the slightest question as to whether something went wrong
apologies anyway. You can't go wrong and your patient will be impressed.

AMEND

® No matter how seemingly the error may be a demonstration shows grace and
sncerity.

® Making amends can be asimple but heartfelt act.

® To captivate the patient do something unexpected or beyond what' s called for.

106



M aking amends should mean giving the offended party options.
People like being given choices because it gives them afeeling of control.

Basic requirement of the ‘ Amendment’ step are:

4.2.2

Employees must convey sincere concern and interest upon learning of a problem.
They must be empowered to solve problems and make amends.

‘Customer first’ and ‘do whatever it takes' attitude is a must towards service
recovery.

Action Plan for Service Recovery

STRIVE FOR PERFECTION BUT PLAN FOR RECOVERY

We care about what our customers think. We aren’'t perfect, but we'll work
continualy and consistently to get there.

Accept that mistakes will occur, but don’t accept the mistakes.

Institute a service recovery strategy

Acknowledge the mistake

Apologise ,even when you are not at fault.

Amend. Take corrective action as atangible indication of regret that it occurred.
Be sympathetic in listening to complaints and sincere in conveying regret.
Identify the source of the mistake to prevent recurrence.

Provide methods for errors to be brought out, surveys suggestion
boxes,persond follow-up, exit interviews.

Create a“threat free” environment to encourage everyone-patients, carers,
staffs and referral sources-to point out service errors.

Correct and criticize the process, not the person.
Empower employees to take corrective action immediately.
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Unit 50 HEALTH INSURANCE

Structure

5.1 Introduction

5.2 Third Party Administrator & Pre Authorization
521 TPA infrastructure & servicestructure
5.2.2 Billing & Recovery

5.3 CorporateBilling

54 Mediclaim

55 Lifelnsurance

5.1 Introduction

With the growing population and increase in modern life style diseases have become
very common in day to day life. Till recently the Insurance policyholders had to pay the
hospital for treetment and then send the bills to the insurance company for reimbursement.
Henceforth the insured will not have to pay the network hospitals after undergoing
treatment. He will have to sign the bills and we will pay the hospital for the treatment
undertaken by the insured. Purpose of this department is mainly to build- up connection
with various companies organizations with the motive to serve the patient & to provide a
quality hedth care service.

Inahospital in Kolkata (WB), Rabindra Nath Tagore Internationd Institute of Cardiac
Sciences, astudy was carried on to understand the actual methodology of claiming medical
insurance money through TPA and various Corporate ties up of same esteemed ingtitution.

5.2 Third Party Administrator & Pre Authorization

METHODOLOGY : The study in the project deals with giving a picture of the
insurance sector, next the necessity and reason of growth of Third Party Administrator
(TPA), studying the TPA sector. The project shows the problems faced by hospitals
(Study done on Rabindranath Tagore Internationa Institute of Cardiac Sciences. RTIICS)
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entertaining the patients having cashlessfacility through TPA’ s throughout the procedure of
admitting the patient to recovering the bill amount from the TPA.

To study the above, a survey was conducted to meet different TPA’ s understanding
the problem faced by them and being also actively involved with RTIICS to study their
problems. Surfing the Internet has helped to collect data for this assignment.

ACTIVITIES : Theactivitiesthat are carried out in this department are mentioned
asfollows:

1) This department mainly triesto build up connection with various — (A) Public
Organization, (B) Private Organization and providers necessary hedlth care services.
First a particular company is contacted and necessary details of the hospital is
given (i.e. Empanelment Letter) and invited them for avisit to the hospital. In
hospital they are explained of various state of art of facilities and the doctors
availability on duty. After getting the desired satisfaction company sends his
employees to the hospital.

2) It serves patients on the basis of mediclaim & necessary insurance paper which
involve Third Party Administrator (TPA). It also looks after the referral patients
who are being referred by the insurance company.

3) It aso treats emergency, referred, corporate patients effectively & efficiently.

4) Public enterprise aso gets same facilities which are being approved by the Central
Govt. Health Scheme.

ADMISSION :
Planned Hospitalization-

Emergency Hospitalization : TPA Health card holder will contact for admission
during emergency. The hospital should admit the patient as per the policy of the hospital.
The hospital will fax the pre- authorization request to TPA completdly filled within 3 hours
of admission. TPA will revert within 6 hours of the receipt of the pre-authorisation request.

Pre authorization : In case of emergency hospitalization the hospital is required to
obtain an authorization letter from TPA. A request for authorization (Pre — authorization)
hasto befilled and faxed to TPA. TPA will send an authorization to the hospital based
on the policy terms and conditions of the insured . TPA will stand guarantee for
hospitalization expenses incurred by the hospital on a TPA Healthcard holder only if an
authorization is obtained. A mere possession of the TPA Healthcard does not guarantee
that TPA will pay the hospital. A specimen copy of the pre-authorization is attached.
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Additional copies can be obtained from the nearest TPA office. The hospital is required
to send TPA acomplete pre-authorization request form. TPA will revert within 6 hours.

AUTHORIZATION :

Thisisavery important document. TPA will send an authorization addressed to the
hospital. This authorization may be faxed to the hospital or sent to the policyholder.

The Authorization letter will carry the following details:

YV V. V V V VY

Name of the patient

Age & sex

TPA healthcare number

Aliment/ disease/ injury for which hospitalization is being sort
Recommending doctor’ s nameif any

Hospitalisation expenses up to which TPA will stand guarantee.

TPA Infrastructure & Service Structure

All India set-up, with well equipped officesfor client handling and decentralized.

All India Network Hospitals for cash less service with negotiated rates and
discounts.

Web based software for online transaction. E Cards
24x7 call Center and Toll Freelines

Trained manpower in client relations, medical assessment, systems & 1T, finance,
claims, etc.

Strong IT set-up viz, data server, web server, VPN/ leased lines, back —u,
firewallsetc.

CASHLESS SERVICE:

Planned Hospitalization : Insured approaches TPA network hospital with Doctor
Prescription or meet consulting doctor.

EMERGENCY HOSPITALIZATION :

Insured rushes to nearest Network/ Non Network Hospital
Inform TPA/ Insurer about the Situation.

AT THE TIME OF ADMISSION :

TPA ID- card is produced at hospital reception
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» Hospitd Fills-up pre-authorization form (Standardised documents)

* Part | deals with name, card no., corporate name etc

o Part Il dealswith declaration, previous policy/ claim details, signatures.

» Hospitd will fill part I1- details like presenting complaints, clinical finding, line of
treatment, past allment history, date of admission, gpprox duration of hospitdization,
approx costs (with breakup), signature of treating doctor.

WORK FLOW OF THE TPA SERVICE ON ADMISSION

th

|
g

EMERGENCY T.PA.PATIENT

T.PA.PATIENT WITH PRE-PLANNED PROCEDURE

PATIENT GIVESWRITTEN INTIMATIONTO T.P.A.

&

SHOWSTHE T.P.A. POLICY ID CARD TO GET ADMITTED

)

FIRST ADMISSION REPORT ISFILLED

)

FAXEDTOTHET.PA

L

EVALLUATION ISDONEBY T.P.A.

|

AUTHORISATION ISAPPROVED AUTHORISATION ISDEVICED

L

$

FAXED TORTIICS

MONEY ISCOLLECTED FROM PATIENT BY RTIICS

jui]

BILLSARE SENT TO T.P.A. FOR PAYMENT

111




522

Billing and Recovery

Oncethe patient is get discharged aclam form is signed by the patient and along with
the bill hisoriginal papers are sent to TPA for processing.

The Papers sent after admission for the particular patient are :

Covering letter stating the details of patient and amount claimed.

A copy of authorization letter.

A copy of first admission report.

Theoriginad signed claim form.

A break-up of the hospital bill in hospital letter head.

Theorigina bill of the patient.

Vouchers of medicine, consumables, and investigations are shown in the break-
up bill.

The original inpatient file of the patient which contains discharge summary,

procedure report, report for which amount claimed such as blood report, x-ray
plate and x-ray reports.

Any test done from outside the hospital during the hospital stay of the patient is
aso included separately in the bill and billsin connection and reports of the same
are also attached.

Payment of the same are received at least after one month of clam as per the
agreement.

DOCUMENTSHANDED OVER TO THE PATIENTS:

Xerox of Discharge summary, containing reports of laboratory and investigations,
medicines prescribed , etc. is given to the patient for further requirement.
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Unit 6 (1] NEWSMEDIA RELATIONS

Structure

6.1 Introduction

6.2 Initial stepsin establishing and maintaining good media relations
6.3 Basic guidelinesfor dealing with news media

6.4 A Primer for the hospitals

6.5 Releasing News to the Press

6.6 Press Conference

6.7 Respondingto Media Criticism

6.1 Introduction

Every hospital, regardless of its size and location, and whether or not it has a public
relations department, should have a written media relations policy that establishes a
protocol for working with news media and for releasing information. Among other things,
the officia policy should specifically state who spesksfor the hospital —the chief executive
officer or the public relations officer or any other —and in their absence as during after
hours and holidays, who may be called to make a statement to the press. The higher
ranked the spokesperson in the hierarchy the better. The policy should be made known
to al staff so that everyone knows to whom reporters and their calls should be directed.

6.2 Initial stepsin establishing and maintaining good media
relations

» Develop apresskit of complete background materials of the hospital for use by
the media

» Developalist of important media houses and reporters and establish argpport with
them.

» Provide to the press names, designations and telephone numbers of officia
spokesperson(s).
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» Cultivate reporters who handle hospital news; encourage PR Officer to visit them
periodicaly.

» Place pogitive and proactive stories about the hospital in the media as opposed to
reactive ones over which the hospital haslittle control.

» Seize every opportunity to be positively in the news for the hospital.

» Makeevery effort for hospital CEO to be industry spokesman and be aclose aly
of the media by responding to their calls thereby putting the hospita in the news.

» Learnto say thingsin a newsworthy way which the mediawill readily quote.

» Develop aconsummate disaster plan clearly delineating how to handle news media
during adisaster. Give copiesto media houses.

6.3 Basic guidelines for dealing with news media

Be honest. Do not make untruthful statements or plant stories in the mediathat are
not true in order to make the hospital look good. One lie or misleading statement might
destroy the media s confidence in the hospital and the credibility of its spokesperson.

Be accurate. Figures, statements, names, time, etc. given to the press should be
absolutely correct and conform to the officia policy. Do not bluff when you don’t have the
fects.

Be concise and professional. Space and time in newspapers and on the air are dways
at a premium and competition for them isfierce. Chances of stories, etc. being accepted
are good when they are prepared professionally and in good journdistic style. Otherwise
they will be pruned, rewritten or rejected outright.

Beappreciative. A thank-you note or telephone call to the editor who published the
hospital’ s story is always appreciated. “ Just called to say what an incredibly fine job you
did on the story.”

6.4 A Primer for the hospitals

* Understand that it never pays to be uncooperative with the press and that any
decision to avoid answering questions may have deleterious effects on the hospital.
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» Haverespect for the journalist and understand his need. That need isto have a
news story that his editor will judge to be worth using —a story that many readers
will find interesting. Also respect the reporter’ stime and the fact that heisworking
on deadlines. A reporter’s deadline is not yours.

 If your hospital wants to influence the outcome of an impending story, calls from
reporters should be answered immediately. Failure to respond to their callsis
tantamount to giving up an opportunity to influence the story. It may also make
reporters say, “Officials of the hospital refused to comment.” This can bring
discredit to the hospital.

» Do not ever say, “No comment.” “No comment” is generally regarded as away
of saying that the person has something to hide. It will invite negative press
coverage and damage press relations.

» Be honest, open, and candid. When mistakes are made, do not be defensive.
Don't be afraid to say, “We erred. We regret it.”

» Do not bluff when you don’t have thefacts. It is aways acceptable to say, “I don't
have aready answer, but I’ll check.”

» Do not question editor’ s integrity. That will destroy good media relations and
prompt the pressto investigate the hospital in depth and detail.

* Remember that nothing is ever “off the record” when talking to reporters. Don't
ever say anything that you do not want to see printed or broadcast.

» When the hospital isinvolved in any controversy, cooperate fully to get the story
uncovered as quickly as possible. Be immediately available to the press. Tell the
truth and give as many facts as possible. This will cut down on rumours and
Speculations.

» Do not ignore the local news media. Y ou have to live and work with them. If you
refer to the national news media, you will have adifficult time mending relationship
with the former.

6.5 Releasing News to the Press

In dealing with the press, an understanding of its working is beneficial. In press
relations, editors and reporters set a high premium on accuracy and style. It is strongly
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recommended that the public relations officers who usually deal with the press enrall
themselvesin an introductory coursein journalism.

A basic journalism text, agood dictionary, athesaurus and a press stylebook are the
essentia toolsto any public relations writer.

The best way to ensure that names, figures, date, time and other information go into
print and on the air correctly and the story is done in the most favourable fashion is to
prepare and send a news release to the media. If the news has an element of timeliness
requiring that it should be released at a particular time or day, it should be so mentioned.
Otherwise in most cases it should state “For Immediate Release.”

Without going into details, suffice it to say that there is a standard format and awell
established and acceptable way of preparing news releases which the hospital CEOs and
public relations officers will do well to be familiar with.

6.6 Press Conference

Although a press/ news conference is an efficient way of giving information to al the
media at onetime, it could turn out to be atricky business too. Every news conference
runstherisk of turning into a potentially volatile and dangerous forum. More often than not
CEOs or hospital spokespersons get their fingers burnt in the process. One of the potential
dangers—there are severa others—isthat questions stray from the topic of the conference
to areas the person holding the press meet is not prepared to discuss, or topics that put
him on the defensive. In such situations, the person may lose his cool, even walk out of
the conference room. Moreover, a news conference should be conducted only if thereis
solid or hard news of widespread interest. Hospital news generally does not make an
exciting topic for reporters as political news does, and reporters don’t come flocking unless
news is one of great significance, not to mention that a breaking story elsewhere may
preempt or completely wash out the hospital’ s press conference.

For most hospital Managers handling a news conference means swesty palms. It needs
alot of preparation, constant practice, intelligence, communication skill and knowledge of
the subject inside out. A better option is an interview with areporter on a one-on-one
basis. It ismore informal and is utilized to provide feature stories and exclusives. Interview
needs preparation and practice too. One must be familiar with the ground rules, have a
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positive attitude and remember that during the interview the searchlight is turned more on
theinterviewee and his answers rather than on the interviewer and his questions.

6.7 Respondingto Media Criticism

Hospitals should be wary of rushing to respond to media criticism even when they are
unjust, and more so when the criticism reflects the public mood or outcry. All the same,
when thereis an inaccurate print or broadcast coverage, hospitals must respond to set the
records straight and draw the attention of the mediaand the public to inaccurate statements
or false accusations. Thereisadanger if these inaccuracies are not corrected then and
there. Most news organizations maintain subject clipping filesfor future reference. These
files are retrieved and used again. When inaccurate statements reappear, they pick up
credibility. Then it istoo late to correct them.

Hospitals should consider if the unfavourable media coverage is serious enough to
warrant a response and whether it has undermined its reputation or shaken public
confidence in the hospital as a health care provider. It should also consider whether the
response would have the desired effect or smply backfire. Finaly, it should consider if it
has effective wegponsin itsarsenal such as hard facts with which to successfully refute the
sory.
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Unit 70 ETHICSAND LAWS

Structure

7.1 Introduction

7.2 General actglegidations applicable to hospitals
7.3 Medical/professional acts applicableto hospitals
7.4 Miscellaneous acts applicable to hospitals

7.5 Law of torts

7.6 The patient and the consumer protection act, 1986

7.6.1 Introduction
7.6.2 Objects and reason for the act
7.6.3 Consumer disputes redressal agencies

7.6.4 Powers of consumers disputes

7.1 Introduction

medica administrators to become aware of the medico legal aspectsto minimize civil and
criminal litigation and ensure quality of medica care. In India, lavyersasyet have very little
training and exposure in the complex issuesinvolved in the medical care. Therefore, hedth
care personnel must understand the basic medico legal issuesinvolved in persona injury,
negligence, ma practice medical frauds, professional in competency, ethical issuesin human
experimentation, defensive medicine, organ transplants, reproduction medicine, sex
determination and genetic counseling. Then only they can do the right things, and protect

The increasing number of medico legal cases has made it necessary for hospitals and

themsalves from frivolous litigations.
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Government hospitals in the past were considered to represent the sovereign power,
and under the dictum “sovereign can do no wrong” were considered immune from tort
ligbility in respect of their employees who were considered to be engaged in officia acts.
The principle of sovereignty has now been abandoned everywhere except in India, where
it isstill on the statute book. However, it is noteworthy that the courts have now started
talking more humanigtic viewsin favour of plaintiffsin casesinvolving sovereign immunity.

There is an increasing awareness among the public about the duties and obligations of
medical practitioners (asindividuals) aswell as of the hospitals where they work. Many
recent cases such as electrocution of the patient on the operation table in a government
hospital, operating in wrong eye in agovernment hospital, desth in hospital due to denial
of bed in ICU, irreparable dame to the knee joint as aresult of surgical operations, etc.
have refocused the attention of medical administrators to the problem.

In apoint of view about what the public thinks about the hospitals, people feel that
adoctor can get away with it because he or she has the protection of an institution. A
patient has to suffer because he or she does not know his or her legal rights and is not
aware of legal remedies. Nobody ever tells the patient his or her rights and guarantees
against adoctor’ s carelessness which may cause him or her physical injury for ever, or
even death.

There are a large number of nursing homes which have changed their boards to
hospitals. Many of them are unregistered. A large number of hospitals are being established
by businessmen and political leaders. There is hardly any system of pricing, even for
common ailments, the price depends upon the customer- how much the patient can pay
or how much one can extract of him or her. In the process of generating additiona revenue,
large number of hospitals have purchased and installed modern technology for diagnosis
and treatment, and the patients are pressurized for additional diagnostic tests and
procedures.

The consumer cannot think rationally during an episode of sickness and, therefore, is
subjected to these additional tests. A large proportion of the population is poor and
illiterate, ignorant about their rights and responsibilities, and therefore, at the mercy of the
doctors and hospitals.

The hospital administration has an obligation to have a clear understanding of its ethical
and legd respongbilities. Hospitd management isresponsible for the policies, for maintaining
asafe hospital, physical facilities and services. In addition, the hospital isalso governed by
regulations of the local government authorities in respect of building codes, safety
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regulations and sanitation arrangements. Being an integral part of the socia system, it has
to be subject to all laws of the land.

The administration should take due care in establishing policies for selection and
appointment of members of medical staff, becauseit is through the actions of the staff that
most legd problems arise. There should also be an understanding of the management’ s civil
and crimina liability. Responsbility for safety from explosive and inflammable anesthetic
gases and chemicals, machinery, steam and even damages from falls on dippery floorsis
that of the administration.

7.2 General Actg/Legidations Applicableto Hospitals

Industrial Disputes Act, 1948

Hospitals were included under the term industry. Theindustrial dispute act is gpplicable
where the number of employeesis 50 or more and lays down the procedure to deal with
disputes arising in an industrial establishment. A 1982 amendment to the act exempted
hospitals and dispensaries, among others, from the perview of the act, but this provision
was kept in abeyance by an amendment in 1984. the government has now a comprehensive
legidation under its active consideration to dedl with industrial disputes. The government
has framed model standing orders under this act which are required to be followed by all
institutions covered by the act.

Minimum Wages Act, 1948
Under this act minimum wages are fixed for different categories of workers.
Employees Provident Fund Act

The hospital as employer is required to recover the fund from its employees at
prescribed rates, contribute an equal amount as employer’s share and credit the fund
regularly with the government. It is applicable to hospitalsif the number of employeesis
more than 20, noncompliance is punishable by imprisonment.

Payment of bonus act, 1956

The act is applicable to hospitals with 40 or more employees. Charitable or not-for-
profit hospitals are exempt from this act.
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Payment of gratuity act, 1972

Gratuity is payable to employees @ 15 day’ s pay for every completed year of service
at the time of hisor her superannuation or death. This act is applicable where there are
10 or more workers and in respect of workers who have completed 5 years of service
(or at least one year in case of death).

Payment of Wages Act, 1936

Statement of wages showing al detailsis required to be given to the employee, wages
paid during the first seven days of the month, and only authorized deductions can be made
from the wages.

Employees State Insurance Act, 1948

Employees State Insurance Act, 1948 is ameasure of socia and health insurance for
which it provides monetary and medical benefitsto industrial employeesin case of sickness,
maternity and employment related injury. The hospital as employer hasto contribute 4 per
cent of the total wage bill to the scheme.

If the hospital is providing complete and free treatment to the employees and their
dependents, the provisions of ESI will not be applicable.

7.3 Medical/ Professional Acts Applicableto Hospitals

Indian Medical Council Act, 1933

Indian Medical Council Act, 1933 lays down the code of ethics for medical
practitioners and regulates medical education. State Medical Councils established under the
act have the same function in their respective states except that recognition of teaching
hospitalsis centrally governed by the IMC act.

Indian Nursing Council Act, 1947

Indian Nursing Council Act, 1947 act lays down the educational standards and
requirements for registration of nurses.

The Pharmacy Act, 1948

The Pharmacy Act, 1948 deals with the establishment of pharmacies and drug stores
and with the profession of pharmacist’s. A hospital hasto acquire adrug licenseif it sells
drugs across the counter, where only registered pharmacist can be employed for dispensing
of drugs.
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Births and Deaths and Marriages Registration Act

Births and deaths and marriages registration act lays down the responsibilities of the
hospita regarding informing births and desthsin hospitas. All births and deaths taking place
in the hospital are to be registered under the act. They are to be notified immediately to
thelocal municipa authority and the Registrar’ s office.

7.4 Miscellaneous Acts Applicableto Hospitals

Societies Registration Act, 1860

Societies Registration Act, 1860 governs the working and management of ingtitutions
established or owned by charitable trusts.

All hospitalsin the voluntary sector or nongovernmental organizations (NGOs) in the
field of medical care have to be registered under this act.

State Public Charitable Trust Acts

Some states have enacted their own public Charitable Trust Act which generally
governs the detail working and management of hospitals established by public charitable
trusts. In such states, the society must also be registered under the state act.

Acts in Relation to Establishment of Hospitals or Nursing Homes

There arelocal laws in each states governing the establishment and standards about
the hospitals/ nursing homes. Such acts should be studied in advance. Maharashtra hasits
Bombay Nursing Home Registration Act of 1949.

Shops and Establishment Acts

Any etablishment legdly faling under this definition within thelocad municipa jurisdiction
has to be registered under this act. The act may be known under different titlesin different

states. Maharashtra has its Shops and Establishment Act of 1948. if any hospital is
governed under this act, then it is also governed by all other labour enactments.

7.5 Law of Torts

The word “tort” is derived from the Latin tortus which means twisted or crooked.
Tort can be defined as “any wrong, injury or damage to the person for which acivil suit
can be brought”.
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Various Examples of Maor Torts asfollows.

1. Actof wrongful commission (e.g. unnecessary operation)
2. Act of omission (e.g. autopsy without obtaining consent)
3. Negligence (e.g. swab or instrument in abdomen)
4

intentional interference(e.g. that which can lead to physical and/ or mental
disturbance).

Invasion of theright of privacy
Breach of professional secrecy (e.g. making known to public that “the patient is
derile’)
Assult or battery (e.g. surgeon going beyond the limit of patient’ s consent)
8. Miscdlaneoustorts
a. Nuisances (inconvenience or damage to individuals or public)
b. Misrepresentation (deceipt)
c. Defamation (slander, libel)
d. Malicious persecution.

In India, the number of lawsuits against physicians for torts or civil wrongs resulting
from various acts of commission or omission are almost nonexistent. Hardly 1 in 10,000
doctors would have been dragged into court by patients, as against 1.5 per cent in the
United States.

7.6 The Patient and the Consumer Protection Act, 1986

7.6.1 Introduction

Till recently, if any dispute regarding negligence on the part of the doctors or
hospitals was raised in a court of law, it was either filed under the Law of Tortsto claim
damages or under Sections 304A, 336, 337and 338 of the Indian Penal Code to get the
negligent punished. However, after the introduction of the Consumer Protection Act,
1986, a drastic change has taken place, and we find a number of complaints being filed
by patients and their heirsin the District Forum, and State/National Commission created
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under the Consumer Protection Act, 1986, against individual doctors and hospitals for
negligence.

There can be a number of reasons for this change, but the main reasons are :

(i) increasing knowledge of one’ srights as a patient;

(i) doctorsand hospitals are no more held in high esteem as they were held before;

(iif) no costisinvolved if acomplaint isfiled in the District Forum or State/National
commission under the Consumer Protection Act, since a patient can make out of
his case and argue it himself; and

(iv) acomplaint is decided within a short span of three to four months under the
Consumer Protection Act whileit usually takes yearsin the civil/criminal courts.

Thus the Act has opened up possibilities of easy, cheap and quick redressal of
grievances. The lowest tribunal under the Act is the District Forum. Higher valuation
matters have been given to the State Commission and the National Commission. The State
Commission will hear and decide appeals against the orders of the District Forum. The
National Commission in turn will hear and decide appeals against the orders of the State
Commission. A Specid Leave Petition raising questions of Law against the orders of the
National Commission may be made to the Supreme Court.

7.6.2 Objects and Reasons for the Act

The Consumer Protection Act,1986, seeksto provide better protection of the interests
of consumers and, for that purpose, to make provision for the establishment of consumer
councils and other authorities for the settlement of consumer disputes and for matters
connected therewith, in order to provide speedy and cheap remedy to the consumers.

It seeks to promote and protect the rights of consumers such as:

1. theright to be protected against marketing of goods which are hazardous to life
and property;

2. theright to beinformed about the quality, quantity, potency, purity, standard and
price of goods to protect the consumer against unfair trade practices,

3. the right to be assured, wherever possible, access to a variety of goods at
competitive prices,

4. theright to be heard and to be assured that the consumer’ s interests will receive
due consideration at appropriate forums;
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5. theright to seek redressal against unfair trade practice or unscrupulous exploitation
of consumers; and

6. theright to consumer education..

7.6.3 Consumer Disputes Redressal Agencies
There are three sets of redressal agencies : District Forums, the State Consumer
Disputes Redressal Commission, and the National Consumer Disputes Redressal Commission.
1. TheDistrict Forum shall consist of one president and two members :
(@ A personwho isor has been or isqualified to be a District Judge will beits
President;
(b) A person of eminencein thefield of education, trade or commerce;
(¢) A lady socia worker.
The District Forum shall have jurisdiction to entertain complaints where the value of
the goods or services and the compensation, if any, claimed does not exceed Rs 20 lakhs.
2. The State Commission shall consist of one president and two members:
(8 apersonwhoisor hasbeen ajudge of aHigh Court shall be its President;
(b) two other memberswho shall be persons of ahility, integrity and standing and
have adequate knowledge or experience of, or have shown capacity in

dealing with, problems relating to economics, law, commerce, accountancy,
industry, public affairs or administration, one of whom shall be awoman.

The state commission shall have the jurisdiction to entertain complaints of above Rs
20 lakhs but not exceeding Rs 1crore as well as appeal's against the orders of any District
Forum within the state.

3. The National Commission shall consist of one president and four members :

(@ aperson who is or has been a judge of the Supreme Court shall be its
president;

(b) four other memberswho shal be persons of ability, integrity and standing and
have adequate knowledge or experience of, and have shown capacity in
dealing with problems relating to economics, law, commerce, accountancy,
industry, public affairs or administration, one of whom shall be awoman.
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The National Commission shall have jurisdiction to attend to complaints where the
value of the goods and services and compensation, if any, claimed exceeds Rs 1 crore as
well as appeals against the orders of any State Commission.

7.6.4 Powers of Consumer Disputes Redressal Agencies

The agencies such as District Forum/State Commission/National Commission under
the Act, though act as quasi-judicial bodies, yet enjoy wide powers of both civil and
criminal courtsto adjudicate the disputesin aproper legal manner. They have been vested
with the same powers as are vested in acivil court of competent jurisdiction under the
Code of Civil Procedure whiletrying aregular suitin:

() summoning and enforcing the attendance of any opposite party of witness
and examining the witness on oath;

(i) Thediscovery and production of any document or other materia object producible
as evidence;

(iii) the reception of evidence on Affidavits;
(iv) therequisitioning of an expert or report from any other relevant source; and

(v) issuing acommission for examination of any witness and any other matter which
may be prescribed?
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Mode Question

Paper -VIlII
Objective type questions
1. Fllintheblanks :
a A patient hasto sign before he goes for any surgical
procedure in the hospital .
b) takes the responsibility for the full or part of the
payment of the patient medical bills in the hospital if he is
¢) Maximum dissatisfaction among inpatient originates from
and
d) The most important function of HRM is
€) Two modes of Public communication are and
f) ‘Apples observes that “Management is the of
people and not the of things.
0 Thehandliing of physical, material and financial resourcesisvery different from
handling human beings as the | atter are not intangible or passive
h)  Anorganization —formal or informal, large or small, is composed of people.
)  Today's management should have basic knowledge about human behavior and

)

interrelationships of human beings

Any complaint and suggestions should receive prompt attention and wherever
possible remedial actions be taken

Short Questions

2.
3.
4.

What are the indicators of measuring Public Relations?
Explain Hospital Ethics?

What is the importance of Human Resource Management in an Organization?
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9.

10.

11.
12.

What are Customer Relations and the major cause of their satisfaction and
disstisfaction?

What are the Genera Actg/legidations applicable to hospitals?

What is the Customer Protection Act?

What are the initial steps taken in establishing and maintaining good media
relations. Highlight the basic guidelines to do the same.

ROLE OF HUMAN RESOURCE MANAGERS OF TOMORROW

JOHN MEE’'S OBSERVATIONS OF THE PHILOSOPHY OF HUMAN
RELATIONS

Scope of Human Relations
Additiona skillsfor the hospital Public Relations Officer

L ong questions

13.

14.

15.

16.
17.
18.
19.
20.
21.

22.

What do we understand by Human Resource Management .What are the
essential assumption of HRM and highlight the HRM’ s utilization?

Why do we think that Public Relation springs from Human Relations? Whet isthe
base of good image and how can we promote good Public Relationsin ahospital.

How Human Relations is the most important aspect of Hospital. What steps
should we take to maintain cordial human relations? Highlight the importance of
human relations in ahospital in detail?

Define Human Relations (Mention al the different definitions)

Wheat are the main characteristics of Human Relations?

What are the fundamental assumptions in the human relations approach ?
Why is an understanding of human behaviour essential?

What are the steps to improve Human Relations in an organization?

Managers should adopt ten easy steps for improving and maintaining a good
human relations climate their organizations : Enumerate them.

What are the methods of Improving Public Relationsin Hospitals ?
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Unit 1[0 MEANING AND CONCEPT OF
COMMUNICATION

Structure

1.1 Introduction

1.2 Déefinition
1.2.1 Concept

1.2.2 Why isconcept important ?
1.3 Importance of communication for professionals.
14 Typesof communication
15 Dimensionsof communication
1.6 Meansof communication
1.7 Elementsof communication
1.8 Determinantsof communication

1.1 Introduction

If there is one field of human activity, which has been subject to most extensive
research and study, and yet has eluded the much sought after insghtful understanding, itis
communication. It isthe very basic phenomenon upon which rests the entire fabric of the
society and all the human interactions within it. Whether inside formal organisation or
without, people always interact in order to reach purposive ends and the enabling
instrument in thisis communication. It is pervasve in al human endeavours and activities.

In organisations, it is only through communication that al the important functions of
information handling, instructing, directing, integrating and monitoring are carried out. In
person-to-person relationships, mutual trust, understanding and co-operation can be
achieved only with the help of meaningful communication. Interpersonal conflicts and
misunderstandings arise where thereis alack of communication. Thusit can be seen how
important communication isin organisations aswell asin social Situations.

In the healthcare industry, most of the tasks are characterised by speed and accuracy.
From this can be understood the magnitude of information handling that would be required
and the need for emphasis on communication.
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In the study of communication we provide a deeper and insightful knowledge to extend
into organisational areas such as structure, hierarchy, authority and management functions.
Of necessity, the present study will have to be limited in scope. The objective of the papers
on communication seriesisto create an understanding of the process of communication and
how it isrelated to the structure of organisation, and to enable one to relate this knowledge
to on€e' s effective task performance.

Communication plays avital roll in the administration of any type of organization,
whether it be an industry, a hotel or a hospital. Inadequate communication between
management and the empl oyee causes misunderstanding, confusion and occasionally tota
chaos. On the other hand, proper communication can pave the way for better relations,
greater job satisfaction on account of clarity of job requirements and organizational goals,
better cooperation, fostering attitude necessary for motivation etc.Basic human needslike
recognition, self actualization and sense of belonging are aso satisfied due to effective
communication. It is the duty of the management to improve communication between
themsealves and the employees.

A convergence of Internet, television, information technol ogies etc has created new
operational Zones whose structure no one isyet sure of. In such an ambiguous scenario,
only thefittest and the fastest can survive and thrive. Such organizations are constantly
seeking transparency and open communication channels between its employees, suppliers,
customers and competitors. In this competitive world free flow of communication is
essential for any organization to survive.

1.2 Definition

What is Communication?

Communication has been defined in numerous ways. The one chosen for the purpose
of the present study is : “Communication is a mutual exchange of facts, thoughts and
perception, resulting in common understanding of dl parties. This does not imply agreement.”
An examination of this definition reveals the following ingredients as being important in
communication : -

(@ Communication is purpose oriented.

(b) Itisatwo-way process.

(c) Psychosocial aspects like thoughts, feelings, emotions and values are involved in

communication.
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Communication in hospital services does not mean mere exchange of messages. It
embraces agreat deal more. The values, prejudices, feelings and personality factors of all
the participants concerned comeinto play. Used appropriately, communication can be the
most effective instrument for the satisfaction of the patients and their relatives. Its absence
or inappropriate use can lead to conflicts and problems

Communication is the process of passing messages from one mind to another. Theuse
of theword ‘mind’ isintended to imply the importance of conveying facts, ideas, emotions,
opinions and all other types of instructionsin such away that they can be understood by
the person receiving them.

Some other Definitions:

« theactivity of communicating; the activity of conveying information;

» something that is communicated by or to or between people or groups
» aconnection alowing access between persons or places

» Communication alows people to exchange thoughts by one of several methods.
There are auditory means, such as speaking or singing, and physical means, such
as sign language, touch, or eye contact.

Peter Drucker identifies four fundamentals of communication, which show the nature
of the process. These are briefly stated below : -

(8 Communication is Perception.

Thisimpliesthat it is only the recipient who communicates, because if he doesn’t
perceive what is transmitted, no communication takes place. The effectiveness of
communication islimited to the recipient’ srange of perception.

(b) Communication is Expectation.
People perceive only what they expect to. The unexpected isignored or misunderstood.
(c) Communication Makes Demands.

Experiments have shown that words with unpleasant emotiona charges or threats tend
to be suppressed while those with pleasant associations are retained longer. In other
words, communication makes a demand on the recipient in terms of his emotional
preference or rejection. It also demands him to become somebody or do something.
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(d) Communication and Infor mation are Different.

Information islogic, formal and impersonal, while communication is perception. The
less tied-up information is with human factors, the more valid and reliable it becomes.
However, both of these are interdependent.

1.3 Concept

Communicationisalearned skill. Most people are born with the physical ability to talk,
but we must learn to spesk well and communicate effectively. Spesking, listening, and our
ability to understand verbal and nonverba meanings are skills we develop in various ways.
We learn basic communication skills by observing other people and modeling our behaviors
based on what we see. We also are taught some communication skills directly through
education, and by practicing those skills and having them evaluated. Communication as an
academic discipline relates to al the ways we communicate, so it embraces alarge body
of study and knowledge. The communication discipline includes both verba and nonverbal
messages. The field of communication focuses on how people use messages to generate
meanings within and across various contexts, cultures, channels, and media. The field
promotes the effective and ethical practice of human communication.

1.3.1 Why is Communication Important?

Oral communication has long been our main method for communicating with one
another. It is estimated that 75% of a person’s day is spent communicating in some way.
A magjority of your communication time may be spent speaking and listening, while a
minority of that timeis spent reading and writing. These communication actions reflect skills
which foster personal, academic, and professional success. A multitude of examples stem
from these studies. The Wall Street Journal reported the findings of a survey of 480
companies that found that employers ranked communication abilities first among the
desirable persond qualities of future employees .In areport on fastest growing careers, the
U.S. Department of Labor states that communication skills will be in demand across
occupations well into the next century. In a national survey of 1000 human resource
managers, oral communication skillsareidentified as vauable for both obtaining employment
and successful job performance. Executives with Fortune 500 companies indicate that
college students need better communication skills, as well asthe ability to work in teams
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and with people from diverse backgrounds. Case studies of high-wage companies also
date that essential skillsfor future workersinclude problem solving, working in groups, and
the ability to communicate effectively. When 1000 faculty members from a cross section
of disciplines were asked to identify basic competencies for every college graduate, skills
In communicating topped the list. Even an economics professor states that, “. . . we are
living in a communications revolution comparable to the invention of printing. Inan age
of increasing talk, it'swiser talk we need most. Communication studies might well be
central to colleges and universitiesin the 21st century.”

1.3 Importance of communication for Professionals

Theimportance of communication skills cannot be underestimated. Good communication
skills are necessary in al walks of life. The lack of effective communication skillshasa
negative impact on the personal aswell as professiona life of a person.

Good communication skills are a prerequisite for health care providers. Ineffective
communication, rather than incompetence, precludes the doctor from conveying to the
patient that the former has the best interests of the patient in mind. For instance, adoctor
may be knowledgesble and may have considerable expertisein his area of work. However,
a patient may feel neglected or ignored if the doctor is not particularly good at
communicating. The disillusioned patient may also consider getting a second opinion. A
smple miscommunication, especialy when aoneisill, makes one fed awful. A good hedth
care provider, who is able to put patients at ease with a few comforting gestures and
words, will definitely be an asset to any hospital.

Good communication skills are an invaluable asset to afront office staff since he/she
Is entrusted with the task of convincing the patients about the facilities being provided in
ahospital. Thisis done by assessing the needs of the patients and suggesting what would
meet their requirements.

While the importance of verbal communication cannot be underestimated, one cannot
do away or ignore written communication. A simple billboard, carrying awell written
message, manages to hold our attention at a crossing. Authors have been mesmerizing
voracious readers by the power of their words. The enthralled reader flips through the
pages, reading well into the night, without giving much thought to the mode of communication.
The above examples would have clearly illustrated the importance of communication skills.
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Communication does not refer only to articulating words. Using sign language and the
sense of touch to express and fedl are aso important modes of communication. Ultimately,
communication should be effective. Aslong asthereis clarity in communication, the goa
of communication will be accomplished.

Importance of Communication In The Workplace
Written on December 5, 2011 by Doreen McGunagle in Communications

Communication is defined as the exchange of thoughts, information, or opinionsusing
media, such as signs, writing, or speech. Y ou must possess the necessary skillsto enable
you to convey your thoughts through various modes of interaction. Communication in the
wor kplace is very important to ensure no conflicts or misconceptions are formed between
the employees.

Being successful at your office requires you to be able to communicate effectively as
it influences the accomplishment of the organizational objectives. The onus of initiating
efficient methods of interaction lies with the management to ensure there is no confusion
among the employees. The senior management must provide details on the various channels
that are used to transmit information.

Management must aso provide means for the employeesto relay their thoughts and
ideasto their seniors. Thisis very important because lack of such channels can lead to
negativity and spreading of misinformation and rumors. Moreover, this can create a
barrier between the management and the employees that can harm the success of the
business.

Some of the barriersthat exist for effective channds of passing information include the
lacking of trust and respect between individuas. Another obstacle in the way of effective
communication is the lack of the necessary skills to deliver messages efficiently. An
important barrier that restricts the flow of information isthe lack of time as people are very
busy completing their tasks.

To overcome the above-mentioned barriers requires diligent efforts and leadership
qualities from the company top managers. They must identify the existing barriers and
implement various methods that provide an open channel for passing information. With
consistency and regular efforts, you will be able to overcome these barriers to enable
efficient flow of information.

To improve your skills, you must focus on outcome thinking and not react to a
situation. Before passing the information, you must plan and think of what you want to
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communicate. Focus on the outcome and plan a strategy that ensures you meet your
objective.

Secondly, you must consider the various modes that are available and choose the
most appropriate method. Y ou need to choose between a personal meeting, atelephonic
conversation, or an email message. Depending on what you want to communicate and
the desired outcome, choose the best suitable medium to effectively transmit the
information.

While passing information to others, you must ensure the medium used to send the
information does not appear disrespectful to the receivers. If the message appears rude,
insulting, or demeaning, it will be rejected and create a distance between you and the
receiver. Thisis especially common in workplace where seniors often disregard the
respect for their subordinates while talking to them.

Communication in the workplace is very important to ensure the smooth
functioning of the office. However, you must remember that all individuals are different
and learn to identify these differences. Barriers between various levels of employees are
common and management must make concentrated efforts to overcome these. Y ou must
be willing to modify the means of communicating in case you are not able to achieve the
desired results.

1.4 Typesof Communication

Assaid earlier, communication occursin all social situations. It can aso take place
within aperson. Communication is generally categorized into three types - organisationa,
inter-persona and intrapersonal communication.

Organisational Communication.

Everyoneisfamiliar with thistype of communication. It isawork-a-day experience.
It encompasses generation or collection of data, collation and dissemination of information,
decision making and implementation, and management of conflict.

Inter personal Communication. Interpersonal communication is that takes place
between two persons. It is characterised by active interaction. The quality of encounter and
the relationship, that occurs between two people through such transaction determines
extent to which growth and development are enabled, mutual trust, understanding and
consideration grow out of positive transaction.
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Intraper sonal Communication. Human beings are given to self-reflection and
introspection. It isakind of communication one holds with one' s salf. The psychologist CG
Jung observed, “ Self isa product of intrapersonal communication or the behaviour that
results from the dial ogue between conscious experience and unconscious values.” The
range and depth of a person’s experience of the physical and abstract world around him,
his self-awareness, and concept of self are determined by the quality of intrapersonal
communication. Further, it is the ability to become aware of one’s self that helps one
understand others. Thusintrapersonal communication indirectly influencesinterpersonal
communication.

1.5 Dimensions of Communication

To understand the nature of communication it is important to know its various
dimensions. Communication has FIVE dimensions. They are asfollows:

1. Communication can be Intentional or Unintentional : Words are used to
express ideas and are intended to have a particular meaning. Sometimes these
words communicate something other than what isintended —they have an unintentiond
meaning.

2. Communication can be verbal or non verbal : Communication between
individuals is often more nonverbal, involving the body and other objects and
actions, than verbal involving words aone. Even if we do not speak, the way we
walk, stand, and sit communicates a message to the others. Other forms of
nonverbal communicationsinclude |etters memos, arrangement of office furniture
and style and condition of clothing

3. Communication can be Internal or External : Internal or intrapersonal
communication isthe way we talk to ourselves. Thisinvolves talking that takes
place within ourselves without speaking out the words aoud. But the words that
are actually written and spoken are external communication. Nonverbal objects
that are chosen to express something are also considered to be externa
communication.
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4. Communication can involve Humans, Machinesor Animals: Communication
obvioudy involves humans. It dso involves machines—for e.g. computers .Humans
use computers to improve communication between them. We aso need to learn
how animals communicate, because the nonverbal behaviour of humans and
animasisquite smilar.

5. Communication can take place between two people as well as within the
group. A conversation between two peopleis called interpersona communication.
Communication within groupsis classfied as either small communication or mass
communication.

1.6 Meansof Communication

There are many means one can choose from to initiate and continue communication.
It could be verbal, non-verbal, vocal or non-vocal. The following matrix showsthe various
combinations and the resultant channels one can use for communicating.

Vocd Non vocal
Verbal Spoken Word Written Word
Non verbal Scream, Grunt, Inflection, Gesture, Spatial Relationship,
and Facial Expression

The effectiveness of communication depends on, among other factors, the choice of
means appropriate to the situation. Many experiments have been conducted to identify the
right channel for each situation and some of these findings and recommendations will be
discussed | ater.

1.7 Elementsof Communication

NOISE
RECEIVER CHANNEL SOURCE ENCODING DECODING
FEEDBACK

The elementsin the process of communication :-
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Source

In an organisation situation the source is normally a person with ideas, intentions,
information, and a purpose for communicating. One of the prime responsibilities of the
source isto ensure that the communication initiated is within the field of perception of the
recaiver.

Encoding

One of the prerequisites of communication is to establish a common base of
understanding between sender and receiver. Encoding is a process, which partidly achieves
this. It trand ates the conceptions of the source into symbols and forms.

One of the smplified models of communication is shown below to illustrate

MESSAGE

ENGODING DEGODING
CHANNEL

SOURCE RECIVER

FEEDBACK
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M essage

It isthe “hardware” or the physical product of the source encoder. The shape and
form that a message assumes are determined by the channel that would be used and the
speed intended.

Chann€

Channel of communication is the mode that is used for conveying the message from
the source to the receiver. A message could be verbal, written, face-to-face, telephonic,
mass-media etc. The appropriateness of channel selection contributes to effectiveness of
communication.

Decoder - Receiver

As pointed out earlier, real communication takes place only when the recipient takes
cognizance of what is emitted. The most important of the elements in the process is
decoding the incoming message in terms of the receiver’ s past experience, expectations etc.
Most problemsin communication situations occur when there is incongruence between
source - encoder and decode receiver.

Feedback. The source or sender ought to know the impact of his message on the
recipient. Firstly, he hasto be assured that it has been received full asintended, secondly,
we should know that the message is understood and its contents have had the desired
influence. This element, therefore, has to be in-built in the system of communication.

Noise. The process of communication is susceptible to distortion, breakdown, or
interference along any of the elements. There are numerous organisational and human
causes, which contribute to noise in communication situations. Thisis one of the subjects
for discussion in the succeeding paper. However, suffice it to know at this stage that this
element isaproblem source, and awareness of its existence and the skill to mitigate its
influence are essentid to effective leadership.

1.8 Determinants of Communication

Verbal communication depends on language for transactions. However, even a shared
language cannot fully establish the common basis for mutual understanding between
participants in atransaction. Thisis because there are multiple determinants of meaning.
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Semantics

Words are symbols, and they represent objects and abstractions because of their
being continually associated with them in a particular culture. Meanings are, therefore,
culturally determined. Over the years, the vocabulary increases and the meanings of some
words change. Certain words mean many different things and carry different connotations.
Itis, therefore, possible that aword is differently interpreted by different people, engaged
in the same communication system.

Frame of Reference

Each one perceives events and environmental stimuli in terms of his persond frame of
reference, which is congtituted of his background, attitudes, early experience and knowledge.
Frame of reference plays an important part in the encoding and decoding processes.

Emotions

The encoding and decoding are also considerably influenced by the emotions of the
sender and receiver respectively. The meanings people attach to words depend on them.
They are aso part of the thinking process, and, therefore, their influence on meaning will
always be there in some degree or other.

Situational Context

Words, phrases and sentences are to be perceived in the total context of a
communication if the intended idea or meanings are to be conveyed. The meanings of
words and sentences are contingent upon the preceding and following parts of the text of
communication. Any part taken out of its content and received in isolation would convey
avery different meaning from the original.

Communication Networks

There are different patterns or networks of communication, each of which hasits own
characteristics. The structure of the network influences speed and accuracy of message
handling, and performance and motivation of the participants.

Some of the most common structures are shown below : -



Around 1950, Leavitt and his group carried out experimentsto eva uate the effectiveness
of the different networks. For each position in every network, indices of centrality and
peripherally were worked out by them. Network functioning and participants behaviour
were then related to these indices to arrive at a conceptual framework. Some of the
findings of researchers are given below : -

() Patterning

() The“Whed” was consistent in its operation — periphera positions sending
information to the centra point (C), which worked out answers and decisons.

(i) “Y” operated so as to give the Central position (C) complete decision-
making authority. Organisation in thistook longer than wheel to evolve, but
remained stable after evolving.

(i) Inthe“Chain,” information was sent from both ends to the central position
(C) Organisation took longer than other two to stabilise.

(iv) The“Circle’ had no consistent operational organisation.

®» & O

(v)aRAE (iii)CHAIN (ii)“y” ()WHEEL
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(b) Message handling was faster in wheel than in Circle.
(c) Circle used more messages than others to solve problems.
(d) Though more decision errors occurred in Circle than in any other, a greater
proportion of them was corrected than in others.
() Leadersemerged invariably in Wheel and ‘Y’ but less frequently in Chain and
Circle. In the Whedl, position “C” was always considered the |eader.
(f) Onlyinthe“whee” people were able to recognise the organisation.
(90 Enjoyment of participants of their jobs wasin the order of - Circle, Chain, 'Y,
‘Whesl;" Circle being the most enjoyable.
(h) Circle members sent more information, messages and replies than members of
any other pattern.
() The persons holding the central position had greater probability of becoming
leaders and also deriving job satisfaction.
(k) The Circle displayed remarkable ability to adapt to sudden changes and
confused situations which others, particularly the Wheel, did not possess
The study revealed that the network affected the behaviour of participants in a
communication Situation. The aspects of behaviour observed were accuracy, total activity,
member satisfaction, emergence of leader and organisation.The position a person occupied
in a pattern was found to influence satisfaction and |eadership emergence.
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Unit 2] PROCESS OF COMMUNICATION

Structure
21 What arethe parts of the Communication Process?
2.2 Thecommunication process

2.2.1 Modelsof communication

2.2.2 Steps of the communication process

2.2.3 Verbal communication

2.2.4 Nonverbal communication

2.2.5 Medium of communication

2.1 What are the parts of the Communication Process?

Communication begins with a person who creates amessage, based on hisor her own
perception of asituation. This person is asender, who transmits the message using words,
actions body language, tone of voice, and facial expression. The message goes to a
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receiver, who hasto interpret and evaluate the message ,including all the words and the
signals .When the receiver sends the message back to the sender to let the sender know
what he or she heard or saw that is called feedback. So, communication isbasically the
recelving of information that involves responding with meaning.

Much of the skill involved in good communication has to do with how clear the
message is . The actual words that are used are known as the content of the message.
Sometimes the words are clear and the message is easily understood. But at other times
the words might mean different thingsto different people. The way in which the words are
said may also change how they are interpreted.

We all know that they make up what we call the verbal communication .When we
include body movements, facia expressions and tone of voice we are adding the nonverbal
communication component that makes up nearly 90% of the message. An angry voice and
crossed arms can change a friendly supportive message to a hostile and critical one. The
way we choose to communicate is known as process. The process may clarify the message
or confuse the receiver.

A communication model answers (1) who (2) says what (3) in what channel (4) to
whom (5) with what effect. Two elements represent the major partiesin acommunication
— sender and receiver. Two represent the major communication tools — message and
media. Four represent mgjor communication functions — encoding, decoding, response, and
feedback. The last element is noisein the system.

The model underscores the key factors in effective communication. Senders must
know what audiences they want to reach and what responses they want. They encode their
messages in away that takes into account how the target audience. Senders must develop
feedback channels so that they can know the receiver’ s response to the message.

For a message to be effective, the sender’ s encoding process must mesh with the
receiver’s decoding process. Messages are essentially signs that must be familiar to the
receiver. The more the sender’ sfield of experience overlaps with that of the receiver, the
more effective the messageislikely to be. “ The source can encode, and the destination can
decode, only in terms of the experience each hashad.” This puts a burden on communicators
from one social stratum (such as advertising people) who want to communicate effectively
with another stratum (such as factory workers).

The sender’s task is to get his or her message through to the receiver. There is
considerable noise in the environment — people are bombarded by several hundred
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commercia messages aday. The target audience may not receive the intended message for
any of three reasons. Thefirst is selective attention in that way they will not notice all of
the stimuli. The second is selective distortion in that they will retain in permanent memory
only asmall fraction of the messages that reach them.

The communicator must design the message to win attention in spite of surrounding
distractions. The likelihood that a potential receiver will attend to a message is given by

Perceived reward strength — Perceived punishment strength
Likelihood of attention =

Perceived expenditure of effort

Sdlective attention explains why ads with bold headlines promising something such as
“How to make aMillion “along with an arresting illustration and little copy, have a high
likelihood of grabbing attention. For very little effort, the receiver might gain agreet reward.

Asfor selective distortion, receivers have set attitudes which lead to expectations
about what they will hear or see. They will hear what fitsinto their belief system. Asa
result, receivers often add things to the message to the message to the message to the
message to the message to the message to the message to the message to the message
to the message to the message to the message to the message to the message to the
message that are not there (amplification) and do not notice other things that are there
(leveling). The communicator’ stask isto strive for message smplicity, clarity, interest and
repetition to get the main points across to the audience.

Asfor selective recall, the communicator amsto get the message into the receiver’s
long-term memory. Long term memory holds al the information one has ever processed.
In entering the receiver’ slong term memory, the message can modify the receiver’s belief
and attitudes. But first the message has to enter the receiver’s short term memory which
is limited-capacity store that processes information. Whether the message passes from the
receiver’s short term memory to hisor her long-term memory depends on the amount and
type of message rehearsal by the receiver. Rehearsal is not smply message repetition;
rather, the receiver elaborates on the meaning of theinformation in away that bringsrelated
thoughts from the receiver’ slong term memory into hisor her sort term memory. If the
receiver’s initial attitude is negative and the person rehearses counterarguments, the
message islikely to e rgected but to stay in long term memory. Counter-arguing inhibits
persuasion by making an opposing message available. Much of persuasion requires the
receiver’ srehearsal of hisor her own thoughts. Much of what is called persuasion is self-
persuasion.
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Communicators have been looking for audience traits that correlate with their degree
of persuasibility. People of high education and/ or intelligence are thought to be less
persuasible, but the evidence is inconclusive. Women have been found to be more
persuasi ble than men, athough thisis mediated by awoman’ s acceptance of the prescribed
femalerole,

Fiske and Hartley have outlined factors that moderate the effect of acommunication :

1. The greater the monopoly of the communication source over the recipient, the
greater the change or effect in favor of the source over the recipient.

2. Communication effects are greatest where the messageisin line with the existing
opinions, beliefs, ad dispositions of the receiver.

3. Communication can produce the most effective shifts on unfamiliar, lightly felt,
peripheral issues, which do not lie at the center of the recipient’ s value system.

4. communication is likely to be effective where the sources is believed to have
expertise, high status, objectivity, or likeability, but particularly where the source
has power and can be identified with.

5. thesocial context group, or reference group will mediate the communication ad
influence whether or not it is accepted.

2.2 The Communication Process

Communication is a process, which consists of events or phases that are linked
together. Whether you are writing, speaking, listening or reading, all these phases are
present in the communication process. The process of communication can be divided into
five phases. They are :

1. The sender hasan idea

The idea becomes a message

The message is transmitted

The receiver gets the message

The receiver responds and sends a feedback to the sender.

a b~ w DN

These five phases of the communication process link the sender to the receiver. Let
us examine each of these five phases...
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. The Sender has an idea : Mind constructs the important aspects of the
experience into ameaningful thought, which isidea. However, mind deals with the
invisible. So theidea, whichisinvisible, has to be expressed in some form or the
other in order to communicate it to others.

Since you do not think in the same manner as others, and yet you want to express
your ideas to them, your mind filters out the deatails to highlight only those aspects
that are relevant. This processis known as abstraction. So in the filtering process
you make assumptions and judgements or conclusion.

. Theidea Becomes a M essage : When we wish to express our ideas to others,
then the idea has to take aform and become an expression. Expressionisan idea
put “in-form” to become information. This isaso caled “encoding” the message.
Idea can be expressed in different ways, depending upon the following :

a Subject

b) Purpose

c) Audience

d) Persona Style or Mood
e) Cultural Background

. The messageistransmitted : In this step of communication processthereisa
physical transmission of the message from the sender to the receiver. The message
transmitted from the sender to the receiver should have a medium, because
transmission cannot take place in a vacuum.

The essentia element for this transmission is a medium/channel. Channel isa
medium that enables the message to be transmitted from the sender to the receiver.
The choice of the medium/channel depends on the message, audience, urgency and
Stuation.

. Reception of themessage: The first step in reception of message is*“ decoding”
—i.e. converting the message into thought. The second step “ understands’ —i.e.
communication is not complete unlessit is understood. Thisinvolvesinterpretation
of the message by the receiver. Third step in the reception of message is
“response” to the message —i.e. action.

. Feedback : Receiver sends higher response back to the sender. This enables the
sender to determine whether the message has been received and produced the
intended response.
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6. Noise: Thisterm refersto those factors that cause hindrance to the intended

message. These are the barriers to communication process.

We can view communication process from different points of emphases. From each
point of emphasis communication process takes on a different form. Business
Communication by Helen R. Ewald & Rebecca E. Burnett, describes communication
process from different points of emphases. They are asfollows : imparting information,
sharing information, or assumptions underlying while communicating information.

2.2.1 Modes of communication

Communication process can be described either from the perspective of imparting, or
sharing or assumptions. Each of these perspectives can be explained by the use of models.
The communication process can take any of the following forms:

1. Transmisson Modd

2. Reciproca Modd

3. Modd Highlighting Model

Transmission Model : when the emphasis is on imparting information, then the
transmission model could understand the process of communication. Thismodel enablesus
to understand the process of communication in terms of information being transmitted from
a sender to receiver.

Communicator ] Message — ] Audience

Production reception
Information & ideas channd conveys reader/listener decodes
Coded into words communicator’'s communicator’'s
message.and visuals idea

Through thismodel communication processis seen asalinear process—i.e. message
movesin one direction along aline or channel, with information traveling from the source
to the audience. Thismodel assumes that, in the absence of disturbance the audience will
interpret the message as the sender intends.

The Transmission Model of Communication

Thisvery well-known model of communication was developed by Shannon and
Weaver (1949), as the prototypical example of a transmissive model of
communication : amode which reduces communication to a process of ‘transmitting
information’. It isa simplelinear model which is easily under stood.
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Claude Shannon and Warren Weaver”s original model consisted of five
elements :

An information source, which produces a message.
A transmitter, which encodes the message into signals
A channel, to which signals are adapted for transmission

A w D P

A receiver, which ‘decodes’ (reconstructs) the message from the signal.
5. A destination, where the message arrives.

A sixth element, noise is a dysfunctional factor : any interference with the
message travelling along the channel (such as ‘static’ on the telephone or radio)
which may lead to the signal received being different from that sent.

Shannon and Weaver’stransmission model isthe best-known example of the
‘informational’ approach to communication. Although no serious communication
theorist would still accept it, it has also been the most influential model of
communication which has yet been developed, and it reflects a commonsense
under standing of what communication is.

Lasswell’s verbal version of thismodel : *Who says what in which channel to
whom with what effect ? was reflected in subsequent research in human
communication which was closely allied to behaviouristic approaches.

The advantages of Shannon and Weaver’'s model are that it isin a smple,
easly understood form; and that it isa general model that can be applied to most
types of communication. The five main parts are self-explanatory; the only part
that needs some description isthe ‘noise’. However, the model oversmplifiesthe
process of communication and a number of important consider ations have been
excluded. In looking at the shortfalls of the transmission model | shall consider
inter per sonal communication, wher e sour ce and destination arereplaced by sender
- message - receiver.

One of the problemswith transmission modelsisthat the sourceisthe decision
maker and that the destination is passive. The sender chooses a message to send,
and therecelver simply receivesthat messagerather than actively participatesin
the communication process. But communication is a two-way process, a complex
system of signals passing back and forth between the participants. Peopletalk to
each other, thereisnever a ‘one-sided’ conversation, even if the other person is
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slent their body language and facial expressions may speak volumes! Transmission
models also suggest that communication isalwaysintended, that the sender always
setsout to send a message to thereceiver, but communication can be unintentional.
As| have pointed out we communicate by body language and by facial expression,
often revealing far more about our thoughts than by what we say. We do not
always say what we mean (we may give conflicting signals), or mean what we say
- “I'Il kill you” is seldom meant literally! The message may reach the wrong
destination by our failure to send it through the ‘proper channel’, so that it is
communicated to someone other than theintended recipient.

Transmission models are linear, suggesting that we simply receive a message
as it is sent, but we interpret the messages we receive bringing our own
under standing to them. We do not just absor b infor mation, we analyse what we see
and hear in order to make sense of it.

Thereisno exact meaning in any given message, what is meant by the sender
may not be the same as what is understood by the receiver. We create meaning
according to our personal experiences and our own under standing. So the same
message may mean different things to different people. Often there are several
waysto interpret a message, and we decide which is appropriate according to the
situation at the time. For example, if thereceiver isin abad mood they are more
likely tointerpret what iscommunicated in a negative way, looking for meanings
that could be construed as confrontational.

Another problem with the fact that the transmission model islinear isthat it
does not allow for feedback. We rely on the response to a message in order to
monitor how successfully we are communicating, and to make necessary adjustments.
If the signalsthat we get from our listener suggest that they have misinterpreted
our message or have ssimply not heard it then we can alter the way in which we
communicate in order to meet their needs. Our response to feedback also makes
th For instance, a parent may impart excellent adviceto their child but if the child
would rather be out playing with their friendsthey are unlikely to pay attention to
what isbeing said and the communication will not be successful. Wor ds often fall
on ‘deaf’ ears! However, if the child asksthe parent for advice and the parent is
happy to oblige then thereisa shared purpose and the parent’s messageis likely
to be successfully communicated.
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Timeisafactor in communication : people changein their attitude and in their
relationship with each other even within a conver sation. We often say that we have
‘brought someone round to our way of thinking' astheir attitude changeswhen we
successfully get our message across to them. And people can sometimes adopt a
superior air when it becomes apparent that they know more about a particular
subject than the other person. And over a period of time ther e ar e definite changes
within arelationship and purposes areredefined; for example, the way a child and
parent communicate altersto reflect their changing needs as the child grows and
develops. You would not talk to an adolescent in the same way as you would talk
to a small child, nor would you get the same responses.

Another of the waysin which the basic transmission model failsto represent
communication isthat it does not allow for context. We need a contextual frame
in which to make sense of things, whether it be social, historical, cultural,
political or other. Communications can break down because of a lack of cultural
under standing, that which isimplicit within one culture may not be so in another.
We make sense of what is said according to the context in which it is said, and
we have shared cultural understandings which literally ‘go without saying'.
Problems arise when we try to communicate with othersfrom different cultures
without allowing for the fact that they may not share our cultural under standing.
Contextual frames also help usto communicate in an appropriate manner, for
example it would not be considered socially acceptable to laugh and joke when
told of someone’'s death.

The relationship between people is also important, the way in which we
communicateisinfluenced by the status of the person we are communicating with.
For example, a worker isnot likely to discuss the conditions of hisworkplace in
the same manner with hisbossas heiswith hisco-worker. And we aremorelikely
to listen carefully (and absorb) something that is said by a person whom we
consider to be ‘in authority’, or is an expert in a particular field. We also
differentiate in the way we communicate with people of the same or opposite sex,
when communicating with the opposite sex we tend to adopt a different approach
(which varies according to pur pose!) to therelaxed, comfortable manner that we
assume when communicating with others of the same sex. We communicate
differently with children than we do with other adults - we use ssmpler language
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and adopt a position of power, so we are awar ethat an age gap makes a difference
to the way we communicate with one another.

The transmission model does not consider the medium that is used. But the
medium isnot neutral : it playsan important rolein communication. The medium
that we choose tells the receiver something of our intention when sending the
message, and there are many social conventions that tell us which medium is
appropriate. For example, it would not be considered acceptable to fax a lover
to tell them that the relationship was over - convention dictatesthat it should be
done face-to-face. And people have definite preferences as to the medium used
: many people prefer personal lettersto be hand-written asthisindicatesthat the
sender has made a special effort to communicate in this way, and many people
feel that when someone writes by hand they give something of themselves by the
very act of forming the characters on the page. The same convention dictates
that it is preferable to type/word process business letters, asit is considered to
be more formal and obviously less personal that your own hand. Careful choice
of the medium can dramatically enhance or negate the effect of the message.
Some media are chosen for practical reasons, some are more suited to the
purpose than others - for instance, when writing a report or essay it is more
practical to use a word-processor rather than a pen as corrections are much
easier (as is the life of the reader!), simply because of the technological
differences between the two.

In conclusion, the transmission model is not an accurate reflection of the
complex nature of communication. It failsto allow for the construction of meaning
which isso vital to our successin communicating with one another. The model does
not allow for the context of the communication, nor for the purpose; it does not
consider the relationship between the parties, and it does not allow for the
influence of the chosen medium. Communication isa complex, inter-active process
which relies on the active participation of both sender and receiver, and cannot be
accurately represented by a linear system.

Reciprocal Model : when the emphasisis on sharing information, then we use the
reciprocal model of communication process. In this process of communication the
information or the meaning evolves through the participation of each member of the
audience. The flow of communication issmultaneousin al directions, and in this flow of
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communication the composing of message takes place. Reciprocal model shows the
interactive nature of communication process.

Information

/N

Communicator Audience

Meaning comes through interaction among the communicator, the information, and the
audience within a specific occasion for communication.

The Transactional / Reciprocal M odel of Communication Development

Communication development is viewed as a transactional process that involves a
developmentd interaction vis-a-visthe sender and the recalver. This perspective emphasizes
thereciprocd, bidirectiona influence of the communication environment, the responsveness
of communicative partners and the sender’ s own communicative competence

It assumesthat people are connected through communication; they engage in transaction.
Firstly, it recognizes that each of usis a sender-receiver, not merely asender or areceiver.
Secondly, it recognizes that communication affects all partiesinvolved. So communication
isfluid/smultaneous. Thisis how most conversation are like. The transactional moddl also
contains ellipses that symbolize the communication environment (how you interpret the data
that you are given). Where the elipses meet is the most effect communication area because
both communicators share the same meaning of the message.

asender and areceiver arelinked reciprocaly. This second attitude of communication,
referred to as the congtitutive model or constructionist view, focuses on how an individua
communicates as the determining factor of the way the message will be interpreted.
Communication is viewed as a conduit; a passage in which information travels from one
individua to another and thisinformation becomes separate from the communication itself.
A particular instance of communication is called a speech act. The sender’ s persond filters
and the receiver’ s personal filters may vary depending upon different regional traditions,
cultures, or gender; which may alter the intended meaning of message contents. In the
presence of “communication noise’ on the transmission channd (air, in this case), reception
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and decoding of content may be faulty, and thus the speech act may not achieve the desired
effect. One problem with this encode-transmit-receive-decode moddl is that the processes
of encoding and decoding imply that the sender and receiver each possess something that
functions as a codebook, and that these two code books are, at the very least, similar if
not identical. Although something like code books is implied by the model, they are
nowhere represented in the model, which creates many conceptua difficulties.

» For example —taking/listening to friends. While your friend is talking you are
constantly giving them feedback on what you think through your facia expression
verbal feedback without necessarily stopping your friend from talking.

Mode Highlighting Assumptions: Inthismodel of communicating information, we
focus on the assumptions, which are commonly shared by the communicator and the
audience. Assumptions refer to that which istaken for granted by the communicator and
the audience, and that which can become the common ground in understanding the
message.

2.2.2 Steps in communication

Communication isthe process of passing information and understanding from one
person to another. The communication process involves six basic elements:

sender (encoder),

message,

channd,

recelver (decoder),

Noise,

and feedback.

Supervisors can improve communication skills by becoming aware of these elements
and how they contribute to successful communication. Communication can break down at
any one of these elements.

Sender Encodes

The sender initiates the communication process. When the sender has decided on a
meaning, he or she encodes a message, and selects a channe for transmitting the message
to areceiver. To encode is to put a message into words or images. The messageisthe
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information that the sender wants to transmit. The medium is the means of communication,
such as print, mass, electrical, and digital. As a sender, the supervisor should define the
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purpose of the message, construct each message with the receiver in mind, select the best
medium, time each transmission thoughtfully, and seek feedback. Words can be verbal -
written and spoken. Words are used to create pictures and stories (scenarios) are used to
cregte involvement.

Written communication should be used when the situation isformal, official, or long
term; or when the situation affects several people in related ways. Interoffice memos are
used for recording informal inquiries or replies. Letters are formal in tone and addressed
to anindividual. They are used for official notices, formally recorded statements, and
lengthy communications. Reports are more impersonal and more formal than aletter. They
are used to convey information, analyses, and recommendations. Written communications
to groupsinclude bulletin-board notices, posters, exhibits, displays, and audio and visual
ads.

Communication and the need to exchange information are no longer constrained by
place and time. Email, voice mail, and Fax have facilitated communications and the sharing
of sharing of knowledge. Email is the computer transmission and storage of written
messages. Voice mail is the transmission and storage of digitized spoken messages. Fax
Is the transmission of documents.

What are the most common ways we communicate?
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Face to Face
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Voice Language
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m Words
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In astudy of communication at the University of Pennsylvaniain 1970 (Kinesicsand
Communication, R. Birdwhistle), the researchers determined that in communication, 7% of
what we communicate is the result of the words that we say, or the content of our
communication. 38% of our communication to othersis aresult of our verba behaviour,
which includes tone of voice, timbre, tempo, and volume. 55% of our communication to
othersisaresult of our nonverba communication, our body posture, bresthing, skin colour
and our movement. The match between our verba and non-verba communication indicates
thelevel of congruency.

2.2.3 Vebal Communication

Verbal or spoken communication includesinforma staff meetings, planned conferences,
and mass meetings. Voice and delivery are important. Informal talks are suitable for day-
to-day liaison, directions, exchange or information, progress reviews, and the maintenance
of effective interpersonal relations. Planned appointments are appropriate for regular
appraisa review and recurring joint work sessions. Planning for an appointment includes
preparing, bringing adequate information, and limiting interruptions. Telephone calls are
used for quick checkups and for imparting or receiving information.

Teams using information technology have accessto information, share knowledge, and
congtruct documents. Mestings take place eectronically from multiple locations, saving the
organization’ s resourcesin both the expenses of physically bringing people from different
locations together, and the time lost by employees traveling. Teleconferencing is
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simultaneous group verbal exchanges. Videoconferencing is group verbal and visua
exchanges.

2.2.4 Nonverbal Communication

Nonverbal messages include images, actions and behaviors used to communicate.
Images include photographs, film, charts, tables, graphs, and video. Nonverbal behaviors
include actions, body language, and active listening. Actions and body language include eye
contact, gestures, facia expressions, posture, and appearance. The effective communicator
maintains eye contact for four to five seconds before looking away. Gestures should be
natural and well timed. Grooming and dress should be appropriate for the situation.
Listening requires good eye contact, alert body posture, and the frequent use of verbal
encouragement.

The channel is the path a message follows from the sender to the receiver.
Supervisors use downward channels to send messages to employees. Employees use
upward channels to send messages to supervisors. Horizontal channels are used when
communicating across departmental lines, with suppliers, or with customers. An informal
channel isthe grapevine. It exists outside the formal channels and is used by people to
transmit casual, personal, and social interchanges at work. The grapevine consists of
rumors, gossip, and truthful information. The supervisor should pay attention to the
grapevine, but should not depend on it for accurate information.

Receiver Decodes

Informeation technology is revolutionizing the way organizational members communicate.
Network systems, electronic links among an organization’s computer hardware and
software, enable membersto communicate ingtantaneoudy, to retrieve and share information
from anyplace, a anytime. Therecaver isthe person or group for whom the communication
effort isintended. Noise is anything that interferes with the communication. Feedback
ensures that mutual understanding has taken place in acommunication. It isthe transfer of
information from the receiver back to the sender. The receiver decodes or makes out the
meaning of the message. Thus, in the feedback |oop, the receiver becomes the sender and
the sender becomes the receiver.

2.25 Medium of communication

A medium of communication is, in short, the product of a set of complex interactions
between its primary constituents : messages, people (acting as creators of messages,
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consumers of messages, and in other roles), languages, and media. Three of these
constituents are themselves complex systems and the subject of entire fields of study,
including psychology, sociology, anthropology (all three of which study people), linguistics
(language), media ecology (media), and communication (messages, language, and media).
Even messages can be regarded as complex entities, but its complexities can be described
entirely within the scope of languages, media, and the people who use them. This ecological
model of communication is, inits most fundamenta reading, a compact theory of messages
and the systems that enable them. Messages are the central feature of the model and the
most fundamenta product of the interaction of people, language, and media. But there are
other products of the modd that build up from that base of messages, including (in arough
ordering to increased complexity) observation, learning, interpretation, socidization, attribution,
perspectives, and relationships.
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Unit 30 PURPOSE OF COMMUNICATION

Structure
3.1 Natureand scope of communication
3.2 Purposeof communication

3.2.1 Information

3.2.2 Moaotivation

3.23 Raising morale

3.2.4 Order and instruction

3.2.5 Education & training

3.1 Nature and scope of communication

Communication is the process of passing messages from one mind to another. Theuse
of the word mind isintended to imply the importance of conveying facts, ideas, emotions
opinions and all other types of instructionsin such away that they can be understood by
the person receiving them. A significant point about communication is that it a aways
involvestwo people asender and areceiver. In addition whether the sender is an employee
or amanager, he usually wants his receiver to accept hisideas and then to act upon it.

Results are achieved in an organization through the process of communication. If there
isaproper system of communication in an organization, therewill not be any misunderstanding
and confusion. Communication is needed not only by the managerid staff for discharging
their duties efficiently, but aso by the lowest employeesto listen to the instructions of their
supervisors and to perform their duties sincerely. Proper communication is needed at every
step and serves severa purposes. It provides

1. Information and understanding necessary for group work

2. the attitude necessary for motivation, cooperation and job satisfaction

3. work satisfaction and

4. assistance in decision —making because taking decisions needs information

A good communication system results in better patient care and higher job satisfaction
through better team work.
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3.2 Purpose of Communication

Thebasic purpose of all human communication isto obtain an understanding response.
Peter Drucker states* Objectives are needed in every area where performance and result
directly and vitally affect the survival and prosperity of a business.” Hence, we shall
consider some of the major objectives:

Information
Motivation

Raisng Morade
Order and instruction

a b~ w NP

Educetion & training

3.2.1 Information :

The objective of businessisto inform, which meansto transfer knowledge to another
person or group. Transfer of knowledge isthe most fundamenta objective of communication.
Information can be given in writing, speaking or any other system of signalsor signs. In
order to expand or secure aplace in a highly competitive market the businessman needs
information for planning the future. Information for planning can be of five types:

1. Environmentd Information

2. Internd Information

3. Externd Information

4. Compstitive Information

5. New Development Information

3.2.2 Motivation

To motivate means, “to cause to act”. It has been defined as “that inner state that
energizes, activates, or moves and which directs or channels behaviour towards certain
goas.” In an organization when workers are motivated they work eagerly, willingly and
often without supervision. Another objective of communication is to increase motivation
among workers. Organi zations use communi cation process to overcome motivation problem.
Following aspects of the problem of motivation could be considered :
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I.  Emotiond climate

ii. Setting goals or objectives

lii.  Organizationd information

Iv. Participation in decison making
v. Egablishing human relations.

3.2.3 Raising Morale

In a organization the morale of the workers can seriously affect the success of the
organization. One of the purpose of the communication is to keep the morale of the
workers high so that they work with vigour and confidence asateam. Low moraleisoften
the result of lack of confidence in the management on account of its poor communication
skills. The usual characteristics of low morale are lack of discipline, no appreciation or
reward for good work well done, bad relations between the supervisors and the workers
and sometimes among the workers themselves.

It should be remembered that high or low morale is not a permanent feature of a
company. The same organization could have ahigh morale among its workers one year and
find that the workers have lost their morale the next year.

3.2.4 Order and Instruction

An order isan oral or written communication directing the starting, terminating or
modifying of an activity. It isaform of communication by which management directsits
subordinates and employees and seeks to achieve its objectives. Orders may be oral or
written. Written orders are given when the nature of the work is very important or when
the person being ordered is far away.

Instructions are oral or written orders on arecommended manner in which the work
is to be done.

3.2.5 Education and training

Communication in business can be used to widen the ever- widening circle of
knowledge. Process of education takes place in the businessworld isa part of its activity.
Communication can achieve the objective of education at three levels of management, of
employees and of genera public.
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I. Education for succession
[1.  Education for promotion
[11.  Education during induction
IV. Educating the public
Besides these purposes there are other purposes of business communication such as:
[. Counsding
I1. Advice
[1l. Persuasion
IV. Altering behaviour
V. Effecting change
VI. Promoting theimage of the organization
VII. Increasing productivity
VIII. Establishing better relations
IX. Influencing potentia customer
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Unit 4[] BARRIERS OF COMMUNICATION

Structure

4.1 Introduction
4.2 Physical Barriers
4.3 Personal Barriers
44  Perceptual Barriers
45 Incorrect filtering
4.6 Emotional barrier
4.6.1 Differing emotional states
4.7 Cultural barriers
4.7.1 Differing backgrounds
4.8 Semanticbarriers
4.8.1 Case study
4.9 Poor listening
410 Gender Barriers
4.11 Interpersonal Barriers
4.12 OvercomingBarriers
4.13 Facilitating communication
414 Summary

4.1 Introduction

When you send amessage, you intend to communicate meaning, but the message itself
doesn't contain meaning. The meaning existsin your mind and in the mind of your receiver.
To understand one another, you and your receiver must share Smilar meanings for words,
gestures, tone of voice, and other symbols.
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4.2 Physical barriers

Physical barriers are environmental factors which prevent or reduce the sending or
receiving of communication. They include physical distance, distracting noise and smilar
interferences.

Physical barriersin the workplace include :

» marked out territories, empires and fiefdoms into which strangers are not alowed
» closed office doors, barrier screens, separate areas for people of different status
» Largeworking areas or working in one unit that is physically separate from others.

For example in a hospital which functions round the clock in three shifts,the senior
officers may not see their subordinates for several daysat atime.
Research shows that one of the most important factorsin building cohesive teamsis

proximity. As long as people still have a personal space that they can call their own,
nearness to others aids communication because it helps us get to know one ancther.

4.3 Personal

PERSONAL barriers arise from judgments, emotions and the socia vaues of people.
They cause apsychologica distance between people. Psychologica distance may entirely
prevent communication, filter apart of it or cause misinterpretation.

For eg three doctors were discussing the serious condition of a patient. The sister
incharge who was working in the duty room thought that they were talking about her
incompetence. She rushed to the matron and requested her to transfer the patient to
another floor because the doctors felt that she could not give sufficient nursing careto their

patient.

4.4 Perceptual barriers

Differencesin perception : The world constantly bombards uswith information : sights,
sounds, scents, and so on. Our minds organize this stream of sensation into a mental map
that represents our perception or reality. In no caseis the perception of a certain person
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the same as the world itsalf, and no two maps are identical. As you view the world, your
mind absorbs your experiences in a unique and persona way. Because your perceptions
are unique, the ideas you want to express differ from other people' s Even when two people
have experienced the same event, their mental images of that event will not be identical.
As senders, we choose the detail s that seem important and focus our attention on the most
relevant and general, a process known as selective perception. Asreceivers, wetry to fit
new detailsinto our existing pattern. If adetail doesn't quitefit, we are inclined to distort
the information rather than rearrange the pattern.

Thefollowing anecdote isareminder of how our thoughts, assumptions and perceptions
shape our own realities:

A traveller was walking down aroad when he met a man from the next town. “ Excuse
me,” he said. “I am hoping to stay in the next town tonight. Can you tell me what the
townspeople are like?’

“Well,” said the townsman, “how did you find the people in the last town you visited?’

“Oh, they were an irascible bunch. Kept to themselves. Took me for afool. Over-
charged me for what | got. Gave me very poor service.”

“Well, then,” said the townsman, “you'’ll find them pretty much the same here.”

4.5 Incorrect filtering

Filtering is screening out before a message is passed on to someone else. In
business, the filters between you and your receiver are many; secretaries, assistants,
receptionists, answering machines, etc. Those same gatekeepers may also ‘translate’
your receiver’s ideas and responses before passing them on to you. To overcome
filtering barriers, try to establish more than one communication channdl, iminate as many
intermediaries as possible, and decrease distortion by condensing message information to
the bare essentials.

4.6 Emotional barriers

One of the chief barriersto open and free communications is the emotional barrier. It
iscomprised mainly of fear, mistrust and suspicion. The roots of our emotional mistrust of
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othersliein our childhood and infancy when we were taught to be careful what we said
to others.

4.6.1 Differing emotional states

Every message contains both a content meaning, which deals with the subject of the
message, and arelationship meaning, which suggests the nature of the interaction between
sender and receiver. Communication can break down when the receiver reacts negatively
to either of these meanings. Y ou may have to deal with people when they are upset or
when you are. An upset person tends to ignore or distort what the other person is saying
and is often unable to present feelings and ideas effectively. Thisis not to say that you
should avoid al communication when you are emotiondly involved, but you should be dert
to the greater potential for misunderstanding that accompanies aroused emotions. To
overcome emotional barriers, be aware of the feglings that arise in your self and in others
as you communicate, and attempt to control them. Most important, be aert to the greater
potential for misunderstanding that accompanies emotional messages.

“Mind your P’'sand Q's’; “Don’'t speak until you're spoken to”; “Children
should be seen and not heard” . As aresult many people hold back from communicating
their thoughts and feelings to others.

They feel vulnerable. While some caution may be wise in certain relationships,
excessive fear of what others might think of us can stunt our development as effective
communicators and our ability to form meaningful relationships.

4.7 Cultural barriers

When we join agroup and wish to remain in it, sooner or later we need to adopt the
behaviour patterns of the group. These are the behaviours that the group accept as signs
of belonging.

The group rewards such behaviour through acts of recognition, gpprova and inclusion.
In groups which are happy to accept you and where you are happy to conform, thereis
amutuality of interest and a high level of win-win contact.

Where, however, there are barriers to your membership of agroup, ahigh level of
game-playing replaces good communication.
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4.7.1 Differing backgrounds

Differences in background can be one of the hardest communication barriers to
overcome. Age, education, gender, socia status, economic position, cultural background,
temperament, health, beauty, popularity, religion, political belief, even a passing mood can
all separate one person from another and make understanding difficult. To overcome the
barriers associated with differing backgrounds, avoid projecting your own background or
culture onto others. Clarify your own and understand the background of others, spheres
of knowledge, personalities and perceptions and don’t assume that certain behaviors mean
the same thing to everyone.

If you would like to get custom-made advice about your communication problems,

please fedl free to email me at martinmim21@hotmail.com.All requests will be handled
professionally and your communication problem will be handled in strict confidence.

4.8 Semantic Barriers

Semantic Barrier arises from the limitations of Language. Language may take any of
three forms : words, pictures and actions .Words have several meanings and they become
meaningless unlessthey are put in the proper context. Thebass problem in communication
isthat the meaning which is actually understood by one person may not be what the other
intended to imply.

When you choose the words for your message, you signal that you are a member of
aparticular culture or subculture and that you know the code. The nature of your code
Imposes its own barriers on your message. Barriers also exist because words can be
interpreted in more than one way. Language is an arbitrary code that depends on shared
definitions, but there’ salimit to how completely any of us share the same meaning for a
given word. To overcome language barriers, use the most specific and accurate words
possible. Alwaystry to use words your audience will understand. Increase the accuracy
of your messages by using language that describes rather than evauates and by presenting
observable facts, events, and circumstances.

Language that describes what we want to say in our terms may present barriersto
others who are not familiar with our expressions, buzz-words and jargon. When we couch
our communication in such language, it isaway of excluding others.
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4.8.1 Case Study

A ward sister noticed a banana peel lying on the floor of the ward. She instructed the
housekeeping staff on duty to remove it immediately as it was a safety hazard. The
housekeeping staff was busy mopping the floor where another patient had vomited, nodded
her head to indicate that she would remove the banana peel. Just as the sweeper had
finished mopping the floor, apatient dipped on that same banana ped .The ward sster was
furious at this accident which could easily have been avoided. She decided to report about
the housekeeping for disobeying her instructions. She was informed by the sweeper that
she was going to pick up the pedl just after completing the job in hand, i.e. mopping up
thefloor. By theword ‘immediate’ the ward sister meant at once while the Housekeeping
staff thought that she could do the job after completing the one in hand. It is clear from
this example that even smplewords carry different meaningsto different people. Employees
have to be told what u want them to do. The speaker and the listener should understand
the words in the same sense.

Pictures are visual aids and are sometimes more effective than words. Actions are the
most effective of all. Some people have difficulty in expressing themsalves clearly.

In ahospital this can be a case with staff of al grades (medical, nursing and ancillary)
for whom English is not their first language. It is aso a problem with the front line
supervisor who are promoted to such posts because of their ability to do their work
effectively but are quiet often lacking in formal or even informal education and as such
find it very difficult to issue written instructions or write reports. The practical problem
of communication is that of trying to ensure that these barriers are overcome when
conveying information. Some method of feedback or check is necessary. As an
organization grows larger and more complex the communication system a so becomes
impersonal and greater reliance has to be kept on such methods such as Circulars, letters
and the use of notice boards, both of which are not very effective. Nevertheless they
have to be used because busy departments heads and senior officers obviously find time
to communicate with their staff face to face.
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4.9 Poor listening

Perhaps the most common barrier to reception is simply alack of attention on the
receiver’s part. We al let our minds wander now and then, regardless of how hard we try
to concentrate. People are essentially likely to drift off when they are forced to listen to
information that is difficult to understand or that haslittle direct bearing on their own lives.
Too few of ussmply do not listen well! To overcome barriers, paraphrase what you have
understood, try to view the situation through the eyes of other speakers and resist jumping
to conclusions. Clarify meaning by asking non-threatening questions, and listen without
interrupting.

4.10 Gender barriers

There are distinct differences between the speech patterns in a man and thosein a
woman. A woman speaks between 22,000 and 25,000 words a day whereas a man
speaks between 7,000 and 10,000. In childhood, girls speak earlier than boys and at the
age of three, have a vocabulary twice that of boys.

The reason for thisliesin the wiring of aman’s and woman'’s brains. When aman
talks, his speech is located in the | eft side of the brain but in no specific area. When a
woman talks, the speech islocated in both hemispheres and in two specific locations.
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Thismeans that aman talksin alinear, logical and compartmentalized way, features
of left-brain thinking; whereas awoman talks more fredy mixing logic and emotion, features
of both sides of the brain. It also explains why women talk for much longer than men each

day.

4,11 Interpersonal barriers

There are six levels at which people can distance themselves from one another :

1. Withdrawal isan absence of interpersona contact. It isboth refusal to bein touch
and time aone.

Rituals are meaningless, repetitive routines devoid of real contact.
Pastimesfill up timewith othersin social but superficia activities.

4. Working activities are those tasks which follow the rules and procedures of
contact but no more.

5. Games are subtle, manipulative interactions which are about winning and losing.
They include “rackets’ and “stamps’.

6. Closeness is the am of interpersonal contact where there is a high level of
honesty and acceptance of yourself and others.

Working on improving your communicationsis a broad-brush activity. Y ou have to
change your thoughts, your feelings, and your physical connections.

That way, you can break down the barriers that get in your way and start building
relationships that really work.

4.12 Overcoming communication barriers

All personnd should be interested in overcoming barriersto effective work practicesin
an organisation.

Thefollowing list outlines points to consider in relation to overcoming communication
barriers.

» feedback - enables communication to become a two way process with both the
sender and the receiver trying to achieve mutual understanding
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Consider thewords used - long complicated sentences and unfamiliar words
confuse people. Communication should be clear, complete, concise, concrete,
correct and courteous.

use repetition - repeating messages several time using different examples can
help others to understand the messages being sent

use empathy - seeing a situation from another person’s viewpoint and trying to
understand others opinions concerns and attitudes makes better communicators
timing - poor timing can result in messages not being received effectively
being positive rather than negative helps make communication more
effective - what is wanted not what isn’t wanted

select the best location - talk somewhere that will encourage open
communication not a noisy shop floor or abusy office

listening reduces communication

Check written communication for spelling errors and ensure the sentences are
clear, concise and not ambiguous.

Communication barriers

Some. barrier examples
v Optimism: "It'll happen the way it'll happen!"
v Impatience: "We'll cross that bridge when we get there!"
v Blindness: "It'll never happen to us!"
v Intransigence: "We've always done it this way!"
v Over-confidence "We'll fix it later!"
v Secrecy: "We don't want any interference!"
v Power-play: "We know best!"
v Mixed message: "Do it because it's our policy!"
v Indirect message: "You should have known better!"

v Disparagement: "It'll never work, the boss won't like it,
it'll cost a fortune, so let's he realistic!"
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4.13 Facilitating Communication

In addition to removal of specific barriers to communication, the following general
guidelines may also facilitate communication.

1. Have a positive attitude about communication. Defensiveness interferes with
communication.

2. Work at improving communication skills. It takes knowledge and work. The
communication model and discussion of barriers to communication provide the
necessary knowledge. Thisincreased awareness of the potential for improving
communication isthe first step to better communication.

3. Include communication as a skill to be evaluated along with all the other skillsin
each person’s job description. Help other people improve their communication
skills by helping them understand their communication problems.

4. Make communication goal oriented. Relationa goals come first and pave the way
for other goals. When the sender and receiver have agood relationship, they are
much more likely to accomplish their communication goals.

5. Approach communication as a creative process rather than ssmply part of the
chore of working with people. Experiment with communication aternatives. What
works with one person may not work well with another person. Vary channels,
listening techniques, and feedback techniques.

6. Accept the reality of miscommunication. The best communicatorsfail to have
perfect communication. They accept miscommunication and work to minimizeits

negative impacts.

4.14 Summary

Communication is at the heart of many interpersonal problems faced by farm
employers. Understanding the communication process and then working at improvement
provides managers a recipe for becoming more effective communicators. Knowing the
common barriers to communication isthefirst step to minimizing their impact. Managers
can reflect on how they are doing and make use of the ideas presented in this paper. When
taking stock of how well you are doing as a manager, first ask yourself and others how
well you are doing as a communicator.
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Unit 50 EFFECTIVE COMMUNICATION

PROCESS

Structure
51 Introduction
5.2 BasicPrinciplesof effective communication
5.3 Essentials of effective communication
54  Approachesto effective communication
55 ldentifying target audience

55.1 Image analysis

5.5.2 Illustration
56 Modelsof communication

56.1 Pride Model

5.6.2 Ten commandments of effective communication
5.7 Effective communication skills

5.1 Introduction

Planning is an al pervasive and fundamental function of Management. It involves
choosing the proper course of action and different aternatives. Smilarly communication is
also avita aspect of the managerial process. The superior subordinate relationship cannot
survive without effective and meaningful communication. Therefore the planning for effective

communication is essential to produce the desired results.

0 Know your objectives. What isthat you intend to accomplish by thiscommunication?

The sharper the focus the better the resullt.

Identify your audience. It is necessary to know whom you are communicating with

in order to select the proper language and the proper media.

Determine your medium. The method of communication will often determine the
success of the communication. A decision should be made on how best to

communicate the message.
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Tailor the communication to fit the relationship between the sender and the
receiver. The key to this element of effective communication isthe relationship
ciimate.

Establish mutua interest .Empathy, the ability to see the other person’s point of
view, isapricelessingredient of effective communication.

Watch your timing. Thisiscritical to the effectiveness of the communication It is
important to decide who should receive the communication first.

Measure results. Has the desired response occurred?

5.2 Basic Principles of Effective Communication

Here are some suggestions for improving our communication with others.

1

Communication is a process involving interaction between at |east two people.
Merely giving information is not communication unless the opportunity for a
responseisgiven.

The sender has aresponsibility to make the message as clear as possible .Y ou can
verify what has been received by asking “Would you share with me how you
interpreted what | just said?’

Whenever possible use the simplest, most precise words you can .Y our words
must be understood by the listener.

Encourage the receiver of your message to provide feedback in order to verify the
message has been interpreted in the way it was intended. The receiver might say
“So what are you saying is .......... " Or “Let me make sure | understand

Remember that nonverba behavior communicates messages even when words are
not used. Try to match your nonverbal behaviours to the fegling or tone of the
message you send to others.

Y our reputation and credibility will make it easier for you to communicate during
difficult Stuations. When you are trust worthy; reliable and competent people will
listen more carefully and be more likely to interpret your messagesin a positive

way.
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7.

10.

11.

Since communication is an interactive processit is much more successful within the
context of a sound relationship. To create and maintain that positive relationship
with others, you need to acknowledge the needs, feelings and contributions of
others. This helps create a climate more open to communication.

Whenever possible communicate directly with the person you want to receive your
message. This alows the immediate feedback and verification and can reduce the
chances of misunderstanding.

Concentrate on the communication happening in the present .Avoid the temptation
to daydream or plan ahead what you might say or do next.

Be aware of your persona vaues and biases and try to keep them from interfering
with your ability to communicate.

When you are caring for apatient in his or her home, be especially respectful of
the personal nature of the surroundings.

5.3 Essentials of effective communication

Management is concerned with defining the objectives of an organization and ensuring
that its resources are used in the most efficient manner in order to achieve these objectives.
Thisispossible only if due attention is paid to effective communication.

Management is concerned with defining the objectives of an organization and ensuring
that its resources are used in the most efficient manner in order to achieve these objectives.
Thisispossible only if due attention is paid to effective communication. One must be clear
about what one wished to communicate as well as the objective of that communication.

Here are some steps for creating an effective communication plan -

Do a needs-assessment —Divide the employees into smaller groups, depending on
the size and complexity of your organization. Ask gquestions to determine their
needs.

Start with general questions : Ask them how they would rate communication
effectivenessin the organization. Arethey getting information about devel opments
of the organization from timeto time.

Organise the data into categories : One way is to ask employees how satisfied
they arewith the way they are receiving messages concerning the whole organization
and individua information relating to their performance and responsbilities.
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= Opinion about current communication system : Ask what employees like and do
not like about current communication system and how they would prefer to
receive information in the futurei.e. Notice Board, E-mail, face to face meeting
in the departments etc.

»  Analysethe responses of the audiences : What are the similarities and differences
of their opinions? Are there any obstacles to consider?

=  Desgnthecommunication plan : Begin by listing the objectives of the communication
plan. Then develop a simple matrix for each type of communication with the
following components:

a  Communication vehicles that include conferences news letters etc

b. Objective of vehicle viz. to communicate organization’ s vison consistently

c. Responsible persons namely those who will take the responsbility to get the work
done.

d. Freguency : Although each organization’s communication plan will vary according
to its need and circumstances, yet they have many things in common such as
communication channels, face to face meetings, and regular communication about
development in the organization, etc.

5.4 Approaches to effective communication

Many approaches have been devel oped to make business communication effective.
Here are some of the approaches :

Important C’'sin Communication :

Correct : Correct facts, right time of delivering message, and suitable style.
Clear : Clarity of thought and expression.

Candid : Communication should be without bias; objective assessment of facts.
Complete: Full details should be give, without |eaving room for doubts.
Concise : Communication should contain just necessary but sufficient information.
Consistent : Communication should be consistent with organizational objectives.
Coherent : Communication should be well organized and logically arranged.
Courteous : Communication should be delivered in polite language.
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Credible : Whatever issaid or written should be believable.

Chronological : There should be a sequence of time and priority in the message.
Congiderate : Consideration should be given to the receiver rather than the sender.
Compassing : Communication should encompass all organizational needs.

The communicator must (1) identify the target audience, (2) determine the communication
objectives, (3) design the message, (4) select the communication channels, (5) alocate the
total promotion budget, (6) decide on the promotion mix, (7) measure the promotion’s
results, and (8) manage and coordinate the total marketing communication process.

5.5 Identifyingthe Target Audience

A communicator must start with a clear target audience in mind. The audience could
be potential buyers of the company’ s products current users, deciders or influencers. The
audience could be individuals groups Particular publics, or the general public. The target
audience will criticaly influence the communicator’ s decisions on what to say, how to say
it when to say it, where to say it, and to whom to say it.

5.5.1 Image Analysis

A major part of audience analysisis to assess the audience’s current image of the
company, its products, and its competitors. People's attitudes and actions toward an
object are highly conditioned by their beliefs about the object. Image isthe set of beliefs,
ideas, and impressions that a person holds of an object.

Thefirst step isto measure the target audience’ s knowledge of the object, using the
following familiarity scale:

NEVER HEARD OF KNOW A KNOW A KNOW
HEARD OF  ONLY LITTLEBIT FAIRAMOUNT VERY WELL

If most respondents circle only the first two categories, then the company’ s challenge
isto build greater awareness.

Respondents who are familiar with the product can be asked how they feel to-ward
it, usng the following favorability scae:
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VERY SOMEWHAT SOMEWHAT VERY INDIFFERENT
UNFAVORABLE UNFAVORABLE FAVORABLE FAVORABLE

If most respondents check the first two categories, then the organization must over-
overcome a negative image problem.

The two scaes can be combined to develop insght into the nature of the communication
chdlenge.

5.5.2 Illustration

To illustrate, suppose area residents are asked about their familiarity with and
attitudes toward four local hospitals, A B, C, and D. Their responses are averaged and
shown in thefigure. Hospital A has the most positive image : most people know it and like
it. Hospital B islessfamiliar to most people, but those who know it like it. Hospital Cis
viewed negatively by those who know it, but fortunately for the hospital, not too many
people know it. Hospital D is seen as a poor hospital, and everyone knows it!

Clearly, each hospital faces a different communication task. Hospital A must work at
maintaining its good reputation and high community awareness. Hospital B can gain the
attention of more people, since those who know it consider it agood hospital. Hospital C
must find out why people didike it and must take steps to improve its performance while
keeping alow profile. Hospital D should lower its profile (avoid news), improveits qudity,
and then seek public attention again.

Favorable
Attitude
A B
Low High
familiaity D C familiaity
Unfavorable
atitude

Communication establishes relationships and makes organizing possible. Every message
has a purpose or objective. The sender intends — whether consciously or unconsciously
— to accomplish something by communicating. In organizational contexts, messages
typically have a definite objective : to motivate, to inform, to teach, to persuade, to
entertain, or to inspire. This definite purposeis, in fact, one of the principal differences
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between casua conversation and managerial communication. Effective communication in
the organization centers on well-defined objectives that support the organization’s goals
and mission. Supervisors strive to achieve understanding among parties to their
communications

Organizational communication establishes a pattern of formal communication channels
to carry information vertically and horizontally. To ensure efficient and effective
accomplishment of objectives, information is exchanged. Information is passed upward
from employees to supervisors and laterally to adjacent departments. Instructions
relating to the performance of the department and policies for conducting business are
conveyed downward from supervisors to employees. The organization carries information
from within the department back up to top management. Management furnishes information
about how things are going, notifies the supervisor of what the problems are, and
provides requests for clarification and help. Supervisors, in turn, keep their employees
informed and render assistance. Supervisors continually facilitate the process of gaining
necessary clarification and problem solving; both up and down the organization. Also,
supervisors communicate with sources outside the organization, such as vendors and
customers.

5.6 Models of Communication

5.6.1 “PRIDE” Modd :

George T. Vardaman & Patricia B. Vardaman have developed this model. The word
PRIDE stands as an acronym for Purpose, Receiver, | mpact, Design, Execution. All these
factors are necessary for effective communication.

Purpose: It refersto the purpose that the sender istrying to achieve —i.e. target of
communication. This meansto identify the exact purpose of communication.

Recelver : The sender should know the psychology and competence of the receiver
in order to communicate the message.

Impact : Communication should be such that it has the necessary affect upon the
receiver so asto achieve the purpose of the communication.

Design : Thisrefersto the planning of the communication. It should be organized and
developed so that it can achieve the desired impact upon the receiver.
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Execution : The final stage of communication is implementation of the planned
message. Communication will fail if itisnot properly carried out. The proper use of PRIDE
can help in developing method useful throughout the life once this method islearnt and its
sequence become habitual .

Ten Commandments of effective Communication :

a Seekto clarify your ideas before communicating.

b) Examine the true purpose of each communication.

c) Consder thetotal physical and human setting whenever you communicate.
d) Consult with others, where appropriate, in planning communication.

€) Bemindful of the overtones aswell as of basic content of your message.

f) Take opportunity, when it arises, to convey something of help or value to the
recaiver.

g Follow up your communication.

h) Communicate for tomorrow aswell asfor today.

)  Besureyour actions support your communication.

J)  Seek not only to be understood, but also to understand.

5.7 Effective Communication Skills : The Art of
Communication

Thisgoa isnot very difficult to achieve, al that isrequired isto be geared up with the
correct skills, style and ammunition. Here are sometipsthat will help you in making postive
impressions with others and enhance your success :

Be Confident

The first important skill isto be confident and to have the skill of being ableto gdl in
any environment, company and occasion.

Practice good listening Skills

The next important feature is to be a good listener. You can never be able to
communicate and converse with someoneif you don't listen to what that person says. You
will get achanceto put in your views but before that be patient and listen to what the other
person has to say.
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Think before you speak

Alwaysthink before you speak. Take time to put your thoughts together rather than
blurt something out that you will have to repent saying.

Be Updated

Be aware of the world around you and keep your current events updated so asto be

ableto participate in intellectua conversations and thisway you will be able to communicate
with more people.

Don’t Pretend

Don't pretend that you know everything and nod your head to everything that the other
person is saying. Thereisno harm or shame in acknowledging that you are not aware of
that topic and in fact you can get to learn something new.

Stay away from Gossip

Stay away from gossiping and also indulge in intelligent and healthy conversation.

Always avoid sensitive topics, especially when you don’'t know the people very well
around you, like religion, politics and personal life. Y ou don’t want to get caught up in
arguments and fights.

When someone starts talking about his or her problems be a good listener but don't
offer advice. If someone does ask for your advice, sharing asimilar experience you' ve had
but don’'t sit into the advisory chair.
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Unit 6 [0 INTERPERSONAL COMMUNICATION

Structure

6.1 Directionsof communication

6.2 Functionsof Interpersonal communication

6.3 Factorsthat Determine the Efficiency of Communication

6.4 Stylesof Interpersonal Communication

6.1 Directionsof Communication

Communication can be in the following directions

a)

b)

Downward communication

Thismeansthat dissemination of information from the superiorsto their subordinates.
In downward communication authority flows downwards. This requires ordersto
be carried out by the subordinates. Different organi zations adopt different methods
to convey downward communication. Some of them use circulars, notice boards,
posters house magazines etc.

Upward Communication

Thisisthe passing on of information from the employee levelsto the administration
such communication is very important efficient and successful management. This
conveys attitudes and feelings of the employees towards the management. Well
established procedures through which employees may carry their complaints to
someone who will listen are a primary step in establishing good upward
communication. A supervisor wants to know what has happened or what is
happening to evaluate the effectiveness with which his orders have been carried
out. Thus a hedlthy organization needs effective upward communication as much
as it needs effective downward communication.

Horizontal communication

This means the flow of communication amongst personnel at the same level in an
organization. This brings about task co-ordination amongst peers and furnishes
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socio-emotional support to the individuals who face similar problems. Thus
horizontal communication is also essential for the efficient functioning of the
organization.

d) Grapevine

Grapevineisan informa channel of business communication. It is called so because

it stretches throughout the organization in dl directionsirrespective of the authority
levels. Man aswe know isasocia animal. Despite existence of formal channels
In an organization, theinformal channelstend to develop when he interacts with
other peoplein organization. It exiss more a lower levels of organization.Grapevine
generally develops due to various reasons. One of them is that when an
organization isfacing recession, the employees sense uncertainty. Also, at times
employees do not have self-confidence due to which they form unions. Sometimes
the managers show preferential treatment and favour some employees giving a
segregated feeling to other employees. Thus, when employees sense a need to
exchange their views, they go for grapevine network asthey cannot use the formal
channel of communication in that case. Generally during breaks in cafeteriathe
subordinatestalk about their superior’ s ttitude and behaviour and exchange views
with their peers. They discuss rumours about promotion and transfer of other
employees. Thus, grapevine spreads like fireand it is not easy to trace the cause
of such communication at times.

Examples of Grapevine Network of Communication

1

Suppose the profit amount of a company is known. Rumour is spread that this
much profit is there and on that basis bonusis declared.

CEO may be in relation to the Production Manager. They may have friendly
relations with each other.

Pros and Cons of Grapevine Communication

Advantages of Grapevine Communication

1

Grapevine channels carry information rapidly. As soon as an employee gets to
know some confidentia information, he becomesinquisitive and passesthe details
then to his closest friend who in turn passes it to other. Thus, it spreads hastily.
The managers get to know the reactions of their subordinates on their policies.
Thus, the feedback obtained is quick compared to forma channd of communication.
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3. The grapevine creates a sense of unity among the employees who share and
discusstheir views with each other. Thus, grapevine helpsin developing group
cohesiveness.

The grapevine serves as an emotional supportive value.

5. Thegrapevineisasupplement in those cases where formal communication does
not work.

Disadvantages of Grapevine Communication

1. Thegrapevine carries partial information at times asit is more based on rumours.
Thus, it does not clearly depicts the complete state of affairs.

2. Thegrapevineis not trustworthy always as it does not follows official path of
communication and is spread more by gossips and unconfirmed report.

3. Theproductivity of employees may be hampered as they spend moretimetalking
rather than working.

The grapevine leads to making hostility against the executives.

5. Thegrapevine may hamper the goodwill of the organization asit may carry false
negative information about the high level people of the organization.

A smart manager should take care of all the disadvantages of the grapevine and try

to minimize them. At the same time, he should make best possible use of advantages of

grapevine,
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Grapevine communication may beformal or informa. Forma communication conssts
of officidly recognized methods such as departmental meetings, conferences, news bulletins
etc. Informal communication consists of a complex network of informal man to man
personal contacts which take place on the job. Any forma communication about official
matters congtitutes the grapevine. Informal communication about official matter congtitutes
the grapevine. Informa communication is not only fast and spontaneous but also enjoys a
high degree of credibility amongst employees.

6.2 Functions of Inter personal Communication

To effectively communicate, we must realize that we are all different in the way
we perceive the world and use this understanding as a guide to our communication
with others. ~ Anthony Robbins

Interpersonal communication is the process that helps us express our feglings, idess,
and thoughts and share them with the people around us. Efficient interpersona communication
isavery good quality that helps people in every aspect of life beit persona or professonal.
Interpersonal communication is the process where a person expresses his thoughts,
converts the thoughts into a well designed message and sends the message across a
communication channd (ora, visua, written, etc) and the receiver receives the message and
responds to the message and sends his reply back via the communication channel.
Interpersonal communication can be aformal dialogue between two people a aworkplace,
or even an informal téte-a-téte between two friends. Communication can occur with or
without words and through a number of communication media. Here are the various
channels of communication that can be used in interpersonal communication :

1. Ora Communication (Speaking face-to-face or on the phone)
2. Written Communication (Writing emails, letters, instant messaging and sms)
3. Visua Communication (Body Language or sign language)

6.3 Factorsthat Deter mine the Efficiency of Communication

1. Clarity of Message : The way in which the sender presents a message plays an
instrumental role in the success or failure of the communication process. A
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message should be formulated taking into account the receiver’s frame of mind
and smple message formul ation that conveys the correct meaning.

2. Communication Channe : Choose the right communication channd according to
the situation and the receiver. For example think whether in a particular situation
having a face-to-face conversation would be a better option instead of speaking
on the phone, or writing an email.

3. Rapport between Sender and Recelver : If the sender and the receiver share
acommon background and have faced smilar experiences, it increases the mutual
understanding level and hence enhances the outcome of the communication
process. The devel opment of rapport will depend on the educational background,
socia background, family upbringing and the kind of experiences the person has
Come across.

6.4 Stylesof Interpersonal Communication

There are various styles of interpersonal communication, which are asfollows:

Controlling Style of Interpersonal Communication : The controlling style is
actually astyle of interpersonal communication wherein the sender leaveslittle or no room
for the receiver to provide feedback or reply. People who are generally senior in
workplace hierarchy use it to communicate with their subordinates and although this style
might prove to be an efficient form of communication during crisis situations, it can
intimidate the recelver or the audience and can actually create a communication gap.

Egalitarian Style of Interpersonal Communication : The Egalitarian style of
interpersonal communication is much more efficient than the controlling style since it
facilitates hedlthy two-way communication wherein information is shared mutualy. This
style of communication encourages the participants to express their ideas and hence crestes
a co-operative and healthy atmosphere.

Structuring Style of Interpersonal Communication : The structuring style of
interpersona communication is generaly used to communicate specific goals and bring co-
ordination to an organization. To avoid making this aone-way conversation it is always
better to modify this style and keep it more open to responses from the audience.

Dynamic Style of Interpersonal Communication : Thisis style of interpersonal
communication is a high-energy approach which involves use of motivating words and
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phrases to encourage the person to get inspired and achieve a certain goal. However this
style cannot function when the receiver does not have enough knowledge about the
required action desired out of him/her.

Relinquishing Style of Inter personal Communication : The relinquishing style of
interpersonal communication is highly open for ideas to the extent that it can transfer the
respons bility of the communication to the receiver. This style of communication workswell
when the sender and the receiver are equaly interested in carrying the conversation ahead.

Withdrawal Style of Interpersonal Communication : It isironical to cal this
process astyle of interpersonal communication since the withdrawal styleisbasically the
fallure or lack of communication. Thisisastyle of interpersonal communication in which
the person shows complete disinterest to participate in the communication process or carry
it forward.

MANAGEMENT COMMUNICATION

Good communication is essential in amanager’ s job since it can affect the results of
an employee swork. A manager needs to know the best way to communicate with each
employee so he can ensure that those who work under his supervision would be able
to do the best in their respective jobs.For example, he has to learn when to give very
specific instructions as opposed to relaying general directions since there are some
employees who are able to work better if they are given detailed instructions while there
are others who can work with minimal supervision. So, a manager needs to brush up on
his communication skills if he would like to be effective in his position.Effective
Communication is significant for managersin the organizations so asto perform the basic
functions of management, i.e., Planning, Organizing, Leading and Controlling.
Communication helps managersto perform their jobs and responsibilities. Communication
serves as afoundation for planning. All the essential information must be communi cated
to the managers who in-turn must communicate the plans so as to implement them.
Organizing also requires effective communication with others about their job task.
Similarly leaders as managers must communicate effectively with their subordinates so as
to achieve the team goals. Controlling is not possible without written and oral
communication.Managers devote a great part of their time in communication. They
generally devote approximately 6 hours per day in communicating. They spend greet time
on face to face or telephonic communication with their superiors, subordinates, colleagues,
customers or suppliers. Managers also use Written Communication in form of letters,
reports or memos wherever oral communication is not feasible.
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Thus, we can say that “effective communication is a building block of successful
organizations’. In other words, communication acts as organizational blood.

Theimportance of communication in an organization can be summarized as

follows
1.

Communication promotes motivation by informing and clarifying the employees
about the task to be done, the manner they are performing the task, and how to
improve their performanceif it is not up to the mark.

Communication isa sour ce of information to the organizational members for
decison-making process asit helpsidentifying and assessing aternative course of
actions.

Communication aso playsacrucial rolein altering individual’ s attitudes, i.e,,
awd| informed individua will have better attitude than aless-informed individua.
Organizational magazines, journals, meetings and various other forms of ora and
written communication help in moulding employee’ s attitudes.

Communication also helpsin socializing. In todays life the only presence of
another individual fosters communication. It isalso said that one cannot survive
without communication.

Asdiscussed earlier, communication also assists in controlling process. It helps
controlling organizational member’ s behaviour in various ways. There are various
levels of hierarchy and certain principles and guiddines that employees must follow
In an organization. They must comply with organizational policies, perform their
job role efficiently and communicate any work problem and grievance to their
superiors. Thus, communication helpsin controlling function of management.

An effective and efficient communication system requires manageria proficiency in
delivering and receiving messages. A manager must discover various barriers to
communication, analyze the reasons for their occurrence and take preventive stepsto avoid
those barriers. Inadequate information to managers often affects the broad area of
performance. Thus, the primary responsibility of amanager isto develop and maintain an
effective communication system in the organization.

For an effective management communication, the following univer sally accepted
ways should betried :

1

The management should think clearly before communicating. It must give proper
attention to the attitudes of the receiving audience.
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8.

The purpose of communication must be clearly known as to what is to be
achieved and how. Several objectives should be achieved with one single
communication.

The audience must be thoroughly known, as also the timing and the media of
communication.

The language used, the tone of the voice, expression and emotion should be given
proper attention as all these affect the success of communication.

The management should be prepared to help the receiving audience and make the
information clear toit.

Comments, suggestions, feedback should be encouraged.

Communication should be based not only on the present requirements but also on
the future needs.

The management should cultivate the habit of “listening”.

For the communi cation process to function properly, reciproca confidence and trust
on the parts of the members of the organization are absolutely essential.
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Unit 70 ORGANISATIONAL
COMMUNICATIONS

Structure

7.1 Introduction

7.2  Formal communication

7.3 Informal communication

7.4  Oral / Silent / written communication
741 Merits& Demeritsof oral communication
742 Merits& Demeritsof written communication
7.4.3 Advantages of written communication
7.4.4 Advantages of oral communication

7.1 Introduction

The patterns of communication network resemble certain organisation structures.
For instance the Wheel can represent a hierarchical system, four departments reporting
to one common superior; the Chain represents chain of command. Organisations are
complex networks, involved in information handling and decision making. This necessitates
upward, downward, lateral and diagonal communication facilities. The pattern of
communication emerging in an organisation may not exactly coincide with the intended
system of hierarchy. This has led some to conclude that the existent structure in an
organisation is that which results from the communication network that eventually takes
shape. Anaysis of organisational communication includes study of inter-group and intra-
group interactions, involving social and cultural factors. In order to be effective, aleader
should be able to identify the communication needs of his organisation and structure the
network appropriately.

Communication is one of the most important instruments in organisation.The quality
of formal and personal communication is one of the decisive factors in organisational
effectiveness. In situations where intensive human interaction is arequirement, greater
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emphasis on good communication becomes inescapable. Competence in communication
is a prerequisite for good |eadership.Communication does not happen randomly in
organisations. It hasto be deliberately built into the system and developed through effort
by the leadership.Communication isadiscipline by itself, based on systematic, scientific
knowledge. Thisknowledgeis growing, facilitating degper ingght into the subject. Leadership
effectiveness cannot be achieved without a conscious effort to understand communication.

Basicaly, the two most important media of communication in an organization are
formal and informa communications.

7.2 Formal Communication

Formal Communication isthosethat are “official”, that are apart of the recognized
communication system which is involved in the operation of the organization. These
communications may be oral or written. A formal communication can be from a superior
to asubordinate, from a subordinate to a superior, intra-administrative, or external.

Communications between superiors and their subordinates represents downward
communications flows. These are adminigirative communications, which provide ingructions,
information, and clarification. When subordinates initiate communications to their superiors,
the flow is upward, and the message may include participation is decision making,
expressions of dissatisfaction, or opinions, and these may provide evaluation of input o
individual and unit performance. Intra-administrative communications pass across the
organizationa levels. They are frequent between line and staff units.

Formal communications take place externally to the organization i.e., with outside
groups, such as suppliers, clients, unions, government agencies, and community groups.

A forma communication may be mandatory, indicative or explanatory. A mandatory
communication implies an order or command to be followed and goes by various
euphemistic names such asingtructions, briefing, etc. Thiskind of communication is mostly
vertical and usually one-way from top downward.

The indicative or explanatory communication may exist between any level and may
be vertical aswell as horizontal.
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7.3 Informal communication

Informa communications grow out of the socid interactions among people who work
together. These are not bound by any chart on the wall but are bound by conventions,
customs and culture. Such communication provide useful information for eventsto come,
in the form of grapevine. Davis observes, “ Grapevine cannot be abolished, rubbed out,
hidden under a basket, chopped down, tied up, or stopped. If we suppressit at one place,
itwill crop up inancther.... Inasense, the grapevine is man' s birthright because, whenever
men congregate into groups, the grapevine is sure to develop. It may use smoke signal,
jungle tom-toms, taps on the prison wall, ordinary conversation, or some other method, but
it will always be there. No manager can “fire” it because he did not hireit. It issimply
there”

7.4 Oral or Slent and Written Communication

An oral communication generdly takes place when the audienceislargdly illiterate and
there are problems of language difficulty. Such communication is direct between the
supervisor and the worker, and is often known as face-to-face (or one-to-one)
communication. It takes the form of talks, apublic address, verbal discussions, telephonic
talk, telecommunications (or on the intercom system) and other artificial media, such as
audio-visud aids (dides, movies, tape records, films, broadcasts, loud speakers, whistles,
bells or call bells) speeches and orders, holding of meetings and conferences, lectures,
social get-togethers, training sessions, public address systems, museums, exhibitions,
counseling, €tc.

7.4.1 Merits & Demerits of Oral communication

Oral communications enjoys certain mer its.

(i) Itistheleast time-consuming, ismore direct, smple and the least expensive.

(i) I1tismore communicative and effective and aidsin avoiding delays, red-tape and
formdities

(iii) It generates afriendly and co-operative spirit.
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(iv) It provides aimmediate feedback, as questions can be put and answers obtained
about the information transmitted.

(v) Since every information cannot be put into writing, most of it is conveyed by
means of oral instructions, mutua discussions and tel ephonic conversations.

However, oral communication has certain demerits. These are :

(1) Lengthy, distant and important information cannot be effectively conveyed
verbdly.

(i) Verba talks may often be distorted if there is some cause of indifference between
the receiver and the sender.

(i) It isinadequate where permanency and uniformity of form are required.

(iv) Due to various communication gaps, as aresult of status and other physical or

personal barriers communication isincomplete

(v) Spontaneous responses may not be carefully thought.

(vi) The spoke words can be more easily misunderstood than the written word.

(vii) It presupposes expertise in the art of effective speaking.

A written communication is always put into writing ad generally used when the
audience is at a distance or when a permanency of record is required or when its
preservation isessential in caseit is needed asaevidence in cases of dispute. Itisgenerdly
inthefor of ingtructions, orders rules and regulations, policies. Procedures, posters memos,
reports, information bulletins; in the form of items in magazines, newspapers circulars,
house journals; or in the form of pictorial messages, hand-outs; or it iswritten downin
employee' s hand books, training and job manuals; or when a grievance procedureis laid
down or when a performance appraisal is effected; or it may be put upon notice boards,
display stands; or it may bein the form of suggestion schemes and personal |etters written
to employees.

7.4.2 Merits & Demerits of written communication

The merits of written communication are;

(1) It servesasevidence of what has occurred r what has stated;

(i) It providesapermanent record for future use.

(iii) It reduces the chances for misinterpretation, misrepresentation and distortion of
information.
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(iv) Itisreiablewhen transmitting lengthy information on financia, production or other
important data.

(v) It providesan opportunity to the subordinates to put up their grievancesin writing
and get them supported by facts.

However, awritten communication also suffersfro certain disadvantagesthese are :
(i) Itisgenerally an expensive and atime-consuming process.

(i) Even though such communication has been transmitted, it isnot certain whether the
receiver has understood it.

(i) Written material not only gets out of date but may also leak out before time.
(iv) 1t sometimes leadsto excessive formality and rigidity in persond relations.
Habbe gives the comparative advantage of written versusora communications. These

are:

7.4.3 Advantages of a written communication

- Authority
- Accuracy
- Permanence

- Coverage (can be of adequate length and can be duplicated and distributed to all
individuals who should receiveit.)

- Miscellaneous (retention rate from reading is high; written communication are
economical)

7.4.4 Advantages of Oral Communication

- Persond
- Two-way(ideas can be exchanged, questions asked)

- Flexible (can be adapted to receive, can be presented in the right tone of voice,
with asmile, with gestures)

- Effective
- Miscdlaneous (easy, smple, fast, places responsibility for communication where
it belongs — on immediate supervisor)
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In a good organization, the management uses both the media — the verbal and the
written — of communication. To be effective, these media have to be clear, purposeful,
concise, complete, and express mutual confidence at appropriate levels. A proper
communication hasto play aimportant rolein alarge organization, and there hasto be a
proper balance between the oral and written forms of communication.

It need hardly be said that the choice of any one method depends upon the purpose
to be accomplished and the likelihood of its success. Quite often, it is better to use more
than one method to convey the same information so that one can reinforce the other.
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Unit 81 MEDIA OF COMMUNICATION

Structure

8.1 Introducton

8.2 Employee Handbooks

8.3 House magazines & Newspapers
8.4 Financial reportsto employees

8.5 Published statements covering personal policies
8.6 Information racksor display stands
8.7 Bulletin Boards

8.8 AudioVisual aids

8.9 Museums& Exhibitions

8.10 Posters

8.11 Notice Boards

8.1 Introduction

Initsrelations with the outside world, an organization might use these forms of written
communication : advertisng materias; training and ingtruction materials, employee recruiting
programmes, brochures and new releases. Under oral communication may be used sales
contacts, verbal presentations to individuals and group participation in conferences and
Speeches.

8.2 Employee Handbooks

These are intended to help in the induction of newcomers and to provide all the
employeeswith a clear-cut understanding not only of the general policies of the
management but also of the nature of the business, its sources of supplies, its customers,
its products and the range of benefits and services available to its employees, and indicates
the major problemsinvolved in its successful operations. Many organizations publish
illustrated handbooks, giving cartoons, charts and photographs.
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These handbooks should contain the following information :

(@ Spacefor employee’ s name, token number, department, address and age.
(b) Rulesgoverning disciplines, discharge and retirement.

(¢) The history and structure of the organization.

(d) Information about the products of the firm.

(e) Extractsfrom Standing Orders.

() Information about recreational and medical facilities, and other amenities (such
as canteens, lunch rooms, night and adult schools, work magazine, welfare
office, creches, children’s education, transport facilities, and fire protection
measures.

() facilitiesfor training and banking.

(h) Collective bargaining ad trade unions.

(i) Employment prospects, advancement and promotion.

() Leaverules, hours of work, wage regulations and working conditions.
(k) Benefit and insurance schemes.

Handbooks create an interest in the employee, and he begins to feel that the firm
takesinterest in him. He, therefore, tries to learn about the progress of the company ad
its development and growth.

8.3 House Magazines and newspapers

Some organizations maintain one or more employee magazines or journas. These are
meant to keep employees well informed of the developments in the business and to
acquaint them with the personalities and the activities of the organization “ the house
magazine is a platform on which the top management can unitein informa and direct terms
with its employees; if used intelligently it can create team spirit and mutua understanding.
It can explain the policies of the management in easily understood terms remind the
workers from timeto time of the advantages of the various welfare schemes that operate
to their benefits; shows them how they fit into the firm; and make them take pride in the
same ingtitution which is solely their own.”
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The house magazineis generaly of one to four pages, and is mimeographed or printed.
It is edited by one or more members of the employment relations staff. Sometimes rank
and file employees may be included on the editorial board. In India, some firms freely
distribute these magazines to their employees. The distribution of magazines through the
members of the editorial board gives an air of informality to them and makes for a closure
contact between the members of the board and the other workers.

House magazines contain news and personal and social items. There may be
references to parties, marriages, births, retirements, honours, awards etc. pictures
illustrate the plant , while product news familiarize employees with the variety of an
organization’' s products, the new devel opments in them, information about their specia
virtues, and evidence of their acceptance by the public. Feature stories most frequently
describe promotions, retirements, home- making activities, sports, suggestions and safety
Measures.

However, less attention is paid to editorials, discussion of current developmentsin the
industrial field, new or proposed legislation, waste, thrift, safety, health, leisure time,
recreational facilities and controversia policy matters.

8.4 Employee'sPapers

A well brought out and skillfully edited employee’s paper provides an excellent
opportunity for communication with employees. It may have afew pages exclusively
devoted to the employees in which their voice, in the form of letters, is given special
attention.

These papers usudly feature the employees and not the top executives. Thereisroom
in the company paper for safety news, suggestions, transfers and promotions of general
interest, sports and recreation, description of processes that help an employee to
understand how his job fits in to the total plant operation, important items covering
increased or decreased production, plant expansion, new plants, annual reports to
employees ad economic discussions of interest to them.

Sometimes companies publish their employee papers as a paid advertisement in some
local newspaper. Thisis possiblein smal organizations and communities.
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8.5 Financial Reportsto Employees

Such reports describe the essential facts concerning the conduct of business, its
expenses and profits, itsincome and distribution of that income. These reports serve asa
useful guide for the employee, indicate the financial standing of the organization and create
understanding between the management and its employees.

The usual reports that are issued to the shareholders, annually or quarterly, do not
serve any useful purpose for the employees, for most of them areilliterate and cannot fully
understand the meaning of the accounting language, of costs, profits, wages and investmen.
Therefore, financial reports are generally issued in non-technical language to meet the
specific requirements of the employees.

The reports are communicated through several media, of which specia pamphlets and
employee magazines are the most commonly used.

8.6 Published Statements Covering Personnel Policies

These statements provide an excellent means of getting across to the employee
company’s policies covering employer-employee relations. Thisis particularly so when a
supervisor points out the specific items in the handbooks ad asks employees questions
bearing on their content. These booklets are written in asimple language and contain only
those items which relate to established personnd policies.

Sometimes, all the personnel policies are mentioned in one booklet. At other times,
separately printed or cyclostyled booklets are issued, dealing with the various subjects —
with provident fund, pension plans, production bonus, profit-sharing, co-operative society
or standing orders.

8.7 Information Racksor Display Stands

These are usudly placed in places most frequented by the employees. On these racks
are placed pamphlets and booklets on a“help yourself” or “cafeteria’ basis. The most
frequently used places for these racks are the front lobby, the shop, plant or factory gate
and cafeterias. Racks may carry such words as “Have you read these?’ or “Take one for
yoursdlf.”
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Booklets and home pamphlets deal with awide range of topics — personnel hobbies,
cooking, sewing and knitting, hunting and sports, Red Cross activities, home economics,
reaction, education, accident prevention, how to meet and influence friends, budgeting,
gardening, tariffs and taxation etc.

8.7 Bulletin Boards

Usudly big organizations keep abulletin board in attractive colours, types and formats
for 50 to 100 employees. These bulletin boards contain awide range of material — some
one' s choice of cartoons from newspapers and magazines, pin-up photographs, clipping on
births, deaths and retirements, marriages and divorces and other events in the lives of
present or former employees, safety posters, pictures of visitorsto the plant, schedules of
athletic and recreationd events, caendars, calls for special meetings, for sale or “wanted”
cards, cafeteria and canteen menus and many other items of common interest.

8.8 Audio-Visual Aids

Sound films, movies, dlides, tape or wire recorders may be played back to the
workers. The advantage of such amethod isthat the workers hear the very words spoken
by various persons through this medium, and thisleaves no room for any misunderstanding.
Movies have obvious advantages in describing a company’s range of operations and
products, in illustrating how and why financial and other decisions are made, or in
explaining work rules and reasons for regulations. Sound dlide presentations have equally
effective uses.

An internal broadcasting system provides a convenient medium for instant
communication. Though it is usually aone-way strest, it can be used to bridge the gap in
meass production industries. This device has been used for reducing the rate of absentesism,
tardiness, breakages and waste.

8.9 Musaums and Exhibitions

These may be used for displaying good workmanship, quality control ideas and good
designs. They may contain old photographs of the concern or factory, old designs, and
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good quality products. The main objective of these is to create an interest among the
workersin their own work.

8.9 Posters

This method of publicity isnot only most often used but is also the most criticized.
Posters act on the subconscious mind; their effect is not direct but indirect. They may
depict various items, such as those relating to health and safety, hygiene, bonus, some
improvement in the mill, etc. these often take the form of pictorial diagrams and charts,
photographs and cuttings from newspapers. To maintain interest, it is necessary that, as
soon the poster  becomes old or is torn, it should be replaced by another.

8.10 Notice Boards

Notices are often pasted on the factory walls or gates or laced in glass or gauze-
covered notice boards, and these are hung at appropriate places in the premises of an
organization, near canteens or factory gates.These notices usually depict the following
information :

(@ Statutory notices, viz., hours of work, dates of the payment of wages, lists of
persons exempted under the Factories Act.

(b) Standing Orders

(c) Noticesof the variousingtitutions in the establishment such as the sports club, a
Cco- operative and/ or adramatic society.

(d) Noticesand circularsissued by the management for administrative purposes.

Suggestion System :

The suggestion system is designed to enlist the co-operation of subordinates in
effective improvements and in iminating waste.

Suggestions may be invited on a form that provides for the signatures of the
employees.

Rewards are offered for suggestions which result in grester productive efficiency.

These encourage positive proposals for a change or an improvement in the existing
Processes.
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Also, they provide ameans to enable employees to ventilate their dissatisfaction with
the existing facilities and particulars. Individual employees can approach the management
with specific problems and submit their ideas for formulation.

By encouraging suggestions and implementing them, the organization can bring about
maximum productivity at the lowest cost through promoting and maintaining good human
relations among its work-force.

In some organizations, suggestion boxes are located at convenient places throughout
the organization.

Communication is abasic tool for motivation and an increase in employee morale.
Many conflicts arising out of misunderstandings of motives and points of view can be
resolved to a great extent by agood communication skill on the part of the management.
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Unit 901 COUNSELLING

Structure

9.1 Introduction

9.2 Benefits of counseling in the workplace
9.3 Attributesof a good counselor

9.1 Introduction

Counsdling isaprocessinvolving two parties, it is generally about helping people help
themsealves.It may involve just afew sessions or perhaps alot longer, depending on the
reasons for the counselling and the particular person (or people) involved. Some of the
reasons for counselling could be grief/loss, sudden and unexpected loss or trauma, stress,
depression, anxiety, the list goes on.

Counseling is when a counsellor agrees to see a client in a confidential place to
examine and explore any problems they be having within their life such as dissatisfaction
with life or aloss of sense of direction or purpose. The client must always be willing and
accepting of the process of counselling as no one can be forced to go and be effectively
counseled. The counsdllor will listen carefully and patiently which will enable him/her to
more easly identify any problems or difficultiesfrom the clients point of view and can help
them to see things more clearly and from a different point of view. Acceptance, respect
and being non-judgmental of the client are essential for the counsellor. After time mutual
trust between the client and counsallor should develop.

Counseling is not giving advice or teaching someone how to do something correctly
the way a mentor such as ateacher or tutor does. Nor isit persuading a client to take a
particular course of action as maybe an advice worker like a youth worker would do.
Counsdlling differs from social work asin the latter sometimes there would be a degree of
intervention and possibly non willingness on the clients' part.

Counselling incorporates a wide variety of areas that apply to many different
environments and Situations. Understanding human behaviour and enabling (or improving)
communication are essential in interacting positively with others. This view has been
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increasingly accepted by businesses and organisations, especialy interms of its contribution
inimproving productivity.

Types of Counseling

It has long been recognized that it can be extremely difficult to maintain your
psychological well being in today’ s high-stress world on your own. Because people need
help, there are different types of counseling professionaswho can help everyday individuas
who are struggling in avariety of areas.

What is counselling?

Contrary to what many people think, the role of a counsellor is not to give advice.
Instead, they will help you question the way you look at things, the way you behave or
react to situations or people and they can aso help you to develop new strategies for
dealing with your situation. They do this by getting to know you, developing an
understanding of your circumstances, listening to what you have to say and by offering
support and insight.

When can counsdlling help?

Whileit can bereally helpful to talk to someone you know and trust, you may feel
more comfortable confiding in someone who' s removed from your persona situation and
istherefore more objective. Also, having aset time and space to talk may help you to work
through the issues concerning you.

Counsdlling is definitely worth considering when :

you are feding overwhelmed or depressed you need someone to listen to you and help
you work out what's most important an issue or Situation is seriously affecting your day-
to-day life you can’t make important decisions and are not sure what to do next.

What are some of the issues counsellors can help with?

Counsdllors can talk you through awhole range of issues or problems. Here are just
some of the areas of modern life they are used to dealing with :

relationship or family issues major life changes coping with separation and new
relationships domestic violence or sexual abuse coming to terms with abuse in your
childhood depression or anxiety stress anger loss and grief parenting and step-parenting
gambling finencid difficulties

Here are some of the major types of counseling that are available and who might
benefit from them.
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1. Mental Health Counseling

There are many reasons why an individua may need mental health counsdaling. He or
she may have achemica imbaance that is making it difficult to function, which can be aided
through drugs but may also require some form of talk therapy. He or she may have deep-
seated family issues which are pervading adult life. There may be unresolved trauma that
Isplaguing an individual. In nearly any case where a psychological issueis making daily
functioning a problem, mental health counsaling can help.

What |Is Mental Health Counseling?

If you are suffering from some form of mental illness, you may benefit from mental
health counseling. It's important to note that a mental illness does not need to mean
crippling psychosis. Severe depression, anxiety or attention deficits are all legitimate
problems that can be treated with the help of amental health counselor.

Mental health counsdling isthe trestment of amentd illness by atrained mental health
care professond. This professona can take the form of aclinical psychologist, psychiatri<,
or social worker. The counseling itself can take on a variety of forms as well, from
psychoanalytic approaches to behaviora approaches. In many cases, talk therapy will be
combined with some form of medication to treat the particular mental illness that an
individua may be suffering from.

Who Can Benefit from Mental Health Counseling?

Anyonewho isdeding with some form of psychologicd difficulty thet isinterfering with
everyday functioning may benefit from mental health counsdling. Thisincludes people with
severe depression, with crippling anxiety, with attention deficits or with eating disorders, as
well as those who struggle with addictions, trauma, or phobias. The more severe the
problem, the more experience and training you will want in the professional you seek.

How Does Mental Health Counseling Work?

Mental health counseling can comein avariety of settings, including with a group,
one-on-one, or occasionally with a partner offering support and information to the
therapist. The counselor will generaly start with an intake interview where the patient will
detail what brought him or her in for counseling, what symptoms he or she has been
experiencing and what he or she hopes to achieve as a counseling goal. The counselor
may also recommend that the patient take a variety of tests which may give a clearer
picture of the patient’ s specific pathology. Once the problems have been established, the
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counselor will recommend a course of treatment, which will often be a number of
sessions of talk therapy, perhaps accompanied by medication designed to correct a
chemica imbalancein the brain.

In the case of deep seated traumas or certain mood disorders, a lengthy course of
psychotherapy may be indicated. In these cases, the patient’s childhood and ways of
relating to others throughout hisor her life are explored, with an eye towards how negative
defense mechanisms may have developed. With phobias, anxieties or addictions, many
mental health counselors have found great success with behavioral approaches. In these
cases, a shorter term of counseling is required, in which patients are taught relaxation
techniques and then taught to pair those techniques with the experiences that they fear or
find difficult to handle.

Although for many years there was a stigma on the mentally ill or seeking treatment
for mental illness, the redlity is that mental health issues are very legitimate medical
concerns, and should not go without treatment. Mental health counseling can be highly
effective for many people, and can often alow them to go on to lead happier, more
productivelives,

2. Grief Counseling

Lossisextremely difficult for dmost everyone, especialy theloss of a parent, spouse
or child. Unfortunately, in an increasingly more isolated society, many people grow up
without the coping mechanisms to grieve effectively. A grief counselor can help an
individual work through thisdifficult time.

What IsGrief Counseling?

If you have recently experienced the loss of aloved one, especidly if such alosswas
unexpected, you may be referred to grief counsaling. Theidea of grief counseling may be
intimidating to some, especially those who have never participated in any kind of therapy
before. However, if alossfeds completely overwhelming, counseling may present an idedl
option for helping a person overcome lose and eventually resume normal functioning.

Many cultures have built in traditions and systems for managing misery. These systems
alow an individual to mourn aloss, integrate the lossinto his or her life, accept the loss,
and move forward. Those who did not grow up in such aculture, or for whom the cultural
system is not effective, may be caught up in acycle of grief. Grief counseling can help an
individual break that cycle and move on with hisor her life.
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Grief counseling can take a number of different forms. There can be one-on-one
counsaling, where the individua works only with the counselor. There can be group grief
counseling, where a counselor works with a number of people in varying stages of
unhappiness, alowing these grieving individuasto share their experiences and over support
to one another. There can also be family grief counseling, where the rest of the family
works together to grieve over alost member. There can aso be a combination of these
different approaches to grief counseling.

Who Can Benefit from Grief Counseling?

Even those who are undergoing a healthy period of grief may find that period eased
by effective grief counseling. However, the most benefit may come for those who have
continued to have trouble functioning beyond anormal, healthy proscribed period of grief.
Aswith most counseling, the counselor’s goal will be to provide a healthy framework for
coping with and moving through the grief.

How Does Grief Counseling Work?

The grief counselor may begin working with the patient before the loss, as when a
loved oneisin the fina stages of aterminal illness, immediately after the loss, or even
some time after theloss, when it is clear that the time for completion of ahedlthy grieving
process has passed. Grief counseling typically has two goals : Helping the patient
complete a healthy grief cycle and helping the patient deal with other pathologies, such
as crippling anxiety or depression, which may have been triggered by the event which
caused the grieving.

I’ simportant to note that the completion of a successful, hedlthy grieving process does
not mean that the object of the grief isforgotten, or that sadnessis not felt when the loss
is remembered. It smply means that the person has accepted the loss and that life will
continue without the bel oved person. In fact, after successful grief counseling, it may even
be possible to remember the lost loved one more robustly and fondly, asthe memoriesare
not still tied up in that overwhelming grief.

3. Family Counseling

Family units have different group pathol ogies than individuals which require different
types of counsdling. A family counselor istrained in the types of negative family dynamics
that can occur and how it can affect each individua family member. This counselor can then
teach family members how to work, live and love together in a more positive way.
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What I's Family Counseling?

It's often the behavior of a single family member that brings a group into family
counseling, but it is usually the case that many problems with the dynamics become
unearthed in the process of dealing with the problems of the “identified patient.” In fact,
itisfrequently the case that the identified patient is the healthiest member of the family unit,
and it isthat very fact that causes him or her to stand out, leading the rest of the family
to seek help for that individual .

Family counsgling isatype of counsdling that involves the entire family, rather than an
individual or acouple. It isusually the nuclear family, with a husband, awife, and any
children, rather than an extended family, but many different models can be seen in such
counsdling. The goa in family counsdling is usually to help family members communicate
better and teach them how to better resolve conflicts that arise within the family unit.

Who Can Benefit?

Nearly every family has some sort of dysfunction, and therefore nearly every family can
benefit from family counsaling. Even if thereredlly is only one member who has a serious
pathology, all members can benefit from counseling to learn how to best support this
individual. However it is much more common that most or al family members have some
issues they need to work out or faulty coping mechanismsthey need to correct, and only
discover these things because of the desire to treat a single member. Non-traditional
families, such as single parent families, families with adopted or foster children, blended
families or familiesinvolving same sex couples, can al benefit from family counsdling.

How Does Family Counseling Work?

The family counselor pays careful attention to how the membersinteract. This means
observing as much of the content of the interactions as the styles of interaction and conflict
resolution. Family counselors are also careful to observe which members interact with
which others. In some cases, asingleindividual isthe focus of al the conflict. In others,
one or two family members may stay away from the fray while others engage in conflict
resolution.

Once the family counselor has observed all of this, he or she will usually want to
explore how each family member feels about their interactions, but also about the
interactions that they observed and were not adirect part of. Once this phase is complete,
the counselor will help each family member learn effective communication and conflict
resolution skills. Along with this goes the understanding of how each member has learned
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to react the way they do, and how they can help themselves and their fellow family
members break out of negative cycles that lead to more conflict. Many families are
surprised by how much they are helped by family counseling, and can go on to be more
supportive of one another and happier together after the counseling experience.

4. Relationship Counseling

Marriageis not the only type of relationship that may require healing. Boyfriends and
girlfriends, brothers and sisters, even business partners may need help developing coping
methods that will enable them to interact effectively. Relationship counselors can provide
this assistance.

What I's Relationship Counseling?

Marriage counsdling isatype of relationship counsding, but it’sfar from the only type.
There is pre-marital counseling, for couples who want to take that next step but find
something is holding them back. Thereis couples counsaling for couples who know they
are not ready to get married, but still want to be together and maintain a healthy union.
Relationships that can benefit from counseling do not even have to be romantic. Business
partners, siblings and even best friends may benefit from relationship counseling.

Relationship counseling occurs when two people find that the behavior patterns of
interacting that have been effective throughout the relationship, or that they believed had
been effective, are no longer working, or they finally realize that they have never realy
worked. The counselor worksto find out what those negative behavior patterns are, how
they arose, and how they can be corrected.

Who Can Benefit?

Can you benefit from relationship counsaling? If you are struggling to get along with
someone who you used to be quite close to, relationship counseling may be for you. In
today’ sworld, with al the choices available to usand al the stresses that affect our lives,
maintaining healthy relationships can be a challenge, but we are fortunate in that there are
trained counselors out there who can help.

How Does Relationship Counseling Work?

People often find themselves in relationships that are pathological, that is, that arein
someway unhedlthy. It may be unhedlthy for the person to bein the relationship at all, or
it may simply be that the dynamics of the relationship are unhealthy. The relationship
counselor is an objective observer that hel ps the couple decideif it is hedthy for them to
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beinardationship a dl, and if it is, how they can correct behavior patternsthat have made
It S0 that this potentially healthy relationship is no longer working.

The counselor will often carry out this work by encouraging each member of the
relationship to talk about the underlying feelings regarding their actions, and by asking the
other member to listen to and validate those feglings before sharing their own. The more
effectively the couple can do this, the better they will become at recognizing the types of
behavior that draws them into a cycle of conflict, and the more able they will become to
short-circuit those negative behavior cycles and replace them with positive ones.

It may take a considerable amount of time for relationship counseling to be fully
effective. Those who come to seek professional counseling for their issues should
remember that they are trying to unlearn behavior patterns and coping mechanismsthat they
spent lifetimes learning, and breaking those patternsis no easy task. However, once the
counseling reaches its conclusion, the couple will ideally have learned to be more
supportive, caring, and have agenerally happier, healthier and more satisfying relationship,
whether it isromantic or otherwise.

5. Group Counsdling

In group counseling, a single therapist works with multiple patients in order to help
them resolve troubling issues. Group counseling can be effective for people who are not
comfortable in a one-on-one setting, who have social anxiety issues, or who do not find
it financiadly feasible to pursue individua counseling.

What Is Group Counseling?

Among the various different types of counseling that a person may pursue is group
counsdling. Group counsdling isfairly popular for anumber of reasons. It is often cheaper
than individual counsdling, which is appeding to some, but it also provides an entry into the
world of counseling that may be more comfortable to certain people than a one-on-one
counseling situation might be. If you think that you or someone you know might benefit
from a group counseling situation, it may be agood ideato learn alittle more about what
goes on in counsdling.

Group counsdling isatype of menta hedth counsdling that is done with severa people
at once, rather than an individual. The meeting isled by atrained counselor who may be
amedical doctor, psychologist or social worker. This counselor will usually take the
somewhat more passive role of facilitator to the larger group, giving them a safe placein
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which to voice any of their fears and concerns and letting them draw support from the
group as they do so.

Who Can Benefit from Group Counsaling?

Anyone with a psychological issue who is comfortable in the group setting and who
does not fedl that they would benefit as much from one-on-one counseling can participate
in group counseling. Because the interaction of different peoples psychesis so complex,
agroup usually focuses on one specific issue. That isto say, there may be various groups
for depression, bereavement, social anxiety, phobias, and so on. By focusing on one
specific issue, the group alows each member to feel heard and understood, since they are
surrounded by people who are struggling with shared experiences and concerns.

How Does Group Counseling Work?

In the group setting, each individua is encouraged to share his or her thoughts and
feelings, both in general and around the subject of the group, when they are ready.
Traditionally, one member of the group isalowed to give hisor her narrative uninterrupted,
with other members sharing their own thoughts and feelings and giving support once that
member isfinished. The group counselor’ s usual roleisto keep this dynamic intact and
encourage healthy, positive communication between group members. If a particular
member has been unwilling to speak after many sessions, the counsalor may work with this
individual to help him or her feel more supportive and more comfortable joining the
discusson.

Ideally, as the group goes on, members will begin to feel more confident and more
supportive. There will be more mutual self-disclosure of experiences, and through being
ableto talk about their struggles with their particular difficulties, healing can occur. Some
individuals who began because they were not comfortable examining their feelingsin
individual therapy may at this point choose to try one-on-one counsdling, while others may
feel they have drawn enough strength from the group to cope with their difficulties and
move forward with their lives.

6. Substance Abuse Counseling

People who are in the grips of an alcohol or drug addiction need a special type of
counseling. Substance abuse counseling uses professionaswho are trained in understanding
the workings and pathology of addiction and helping patients learn how to manage their
addictions.
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7. Teen Counseling

Teenagers are in adifferent stage of devel opment than their parents, and hence need
a different style of counseling. Teen counseling helps teens deal with issues such as
understanding their sexudity, dedling with the temptations of drugs and acohol and relating
to their parents.

8. Individual Counsdling

Individual counseling is a direct, active and personal approach that focuses on
increeding your individud sdf-awareness, understanding, and adjustment. Individua counsdling
can help you identify the most effective ways for you personaly to achieve your desired
goalsfor this stage in life, as well as provide you with the tools to cope with difficult
circumstances that may arise along the way.

9.2 Bené€fits of counseling in the workplace

There are many benefits of applying counselling-based communication skills and tools

in the workplace. These include:

1. Enabling abetter understanding of why employees behave asthey do. Thisallows
identification of those factors that both motivate and inhibit employee behaviour
and interaction.

2. Allowing the development and implementation of strategiesthat align employee
work behaviourswith organisationd goasincluding effective motivetiona drategies,
cross-training programs, a greater emphasis on teambuilding, and devel oping
trusting and predi ctable relationships with employees.

3. Improving communication and essentia feedback mechanismsthat alow employees
to communicate with Managers.

4. Earlier identification and addressing of behaviours that are not conducive to
workplace productivity and performance such as stress, poor work priority and
organisation, and job dissatisfaction.

5. Increase in employee loyalty and job satisfaction as staffs perceive they are
working within a caring and supportive environment.

6. Higher employee commitment to organisational goals and job performance with
less focus upon wages and pay increases.

218



7. Improved productivity from higher levels of employeejob satisfaction, self-esteem
and motivation.

8. Earlier identification and resolution of employee grievances.

9. Reduced leves of workplace conflict, downtime, industria disputes and workplace
stress.

10. Increased staff retention and workplace communication.

9.3 Attributes of a Good Counsellor

The good qudlities for a counsellor would be empathy, understanding, the ability to be
objective, patience, openness to the ideas and opinions of others, good coping and
emotional skills, and the ability to be able to ‘meet’ the other person at the stage they are
at and go from there.

Judgment

A good counseglor is someone who can learn not to make judgments on behalf of the
person being helped. Although counsellors have their own values, these should not be
imposed on the client — and the counsellor must retain the ability to listen to and accept
the views of clients with other standards.

Patience and Acceptance

A counselor rarely needsto use hisor her self control in dealing with people, even
those people who are not likeable.

Experience

Learning to grow into a more complete person from the experience of life's hard
knocks can be a valuable quality in a counselor.

Education

Forma degreesin psychology do not necessarily make good counsdllors, but common
sense approach is not sufficient. Good counsellors are willing and able to learn about
themselves and other people too.

Social Skills

It is not enough to be considered to be a good listener. Counselors learn through
training how to perceive all aspects of verbal and non-verbal communication, and
deliberately improve their listening skills by using appropriate techniques during counsdlling.
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Genuineness and Warmth

Effective counselors have a genuine interest in other people. Thisis often referred to
as respect or unconditional positive regard for the person being helped. People who do not
need others in their lives may find this sort of warmth to unknown people as being
problematic.

Discretion

Counselors must show complete discretion, never revealing what others say or do
within the counseling context. Confidentiality is paramount in counseling relationships

Practice

Counsdling requires alot of training, followed by much practice. A current job that will
alow the possibility of a helping role could be very useful.
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Unit 10 [0 COMMUNICATION IN HEALTHCARE

Structure

10.1
10.2
10.3
104
10.5

Introduction

Importance of communication in Healthcare
Trugt

Effective Patient - Doctor Communications
Patient communication - Feedback

10.1 Introduction

It is becoming important that all hospitals and healthcare professionals become
proactive and institute patient enteric approach in the management of their hospitals. One
of the major requirements for adopting this approach is emphasis on communication.

10.2 Importance of communication in Healthcare

The basic core of good communication skillssuch as:

listening with the intent to understand
maintaining good eye contact
Cregting rapport

speaking clearly

using body language appropriately

In order to encourage communication in healthcare we need to :

Talk to patients, carers and colleagues effectively and clearly conveying and
recelving the intended messages

Enable patients and their carers to communicate effectively
Listen effectively especialy when timeis pressured
Identify potentia communication difficulties and work through solutions
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»  Understand how to use and receive non verba messages given by body language
»  Utilise spoken, written and €l ectronic methods of communication

»  Know when the information received needs to be passed on to another person/
professional for action

* Recognise the need for further development to acquire specialist skills in
communication

Effective communication is a cornerstone of giving good patient care. The principles
of good communications must translate into practice in each healthcare professionals
working life. Good communication is very important for the Healthcare professiond to be
able to relate to the patients and their families.

Thefollowing points may be hel pful in building trust and rapport with the patient and
ensuring that the patient shares information fully with you.

» do not be in too much of a hurry to get on with the work.

» Sit/stand facing the patient, smile and be welcoming

o ask the patient to explain why they have come to the hospital

» donot jJump to conclusions even if they seem obvious

» wait until the patient has stopped speaking before you do so

e maintain good eye contact

» ensureyour body language is appropriate

A patient may fedl under-valued, embarrassed, upset or annoyed if they fedl that they
have not received the attention and consideration that they believe they should.

10.3 Trust

Trugt, whichisat the heart of aclinical consultation, needs to be established right from
the start. It is reasonable to assume that when an individua seeks advice about ahealthcare
problem they want to be able to trust their clinical advisor and be prepared to share with
them information about themselves that islikely to be intimate and personal.

The consultants and other related Heathcare staff should have good communication
skills and can, with the help of the patient, elicit relevant information to help lead to a
correct diagnosis. However, it is equally important to recognise that communicating well
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with patients helps to devel op trust, which will facilitate the consultation and improve the
clinician-patient relationship.
The areas covered in this section are :

first impressons

establishing trust between the clinician and the patient
verba and non-verbal communication

taking a history

ligening skills

body language

adopting an appropriate voice

checking and clarifying

In order to devel op good relationships, avoid misunderstanding and possibly enhance
clinical carefor aparticular patient, you may wish to consider the following :

try to learn about the patient’ s customs, cultures, eating habits and taboos — both
in terms of the practice of aparticular culture and the way the individua might
observe these

be sengitive to areas such as mental health which could leave a stigmaon afamily
and affect.

be prepared to involve arelative who expects to make the decisions concerning
his patient’ s examination and/or treatment

be aware that some cultures do not allow a patient to be examined or treated by
aclinician of the opposite sex

be aware that some religions have strict regulations on post-mortems, burials,
cremations and organ donations and ask questions before proposing such
arrangements

Asthe Harvard study showed, 55% of the message in face-to-face communication is
carried by non-verbal communication.

Although we may be able to tell if someone is confused, irritated or disappointed
simply by observing their body language, we may not realise that, for example, our own
nonchalant flicking of aball point pen is signaling boredom or irritation.
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So be aware of your own body language and :

try to adopt afriendly, open position when standing or sitting

try not to invade persona body space nor keep too great a distance (gpproximately
one meter apart is about right ),

relax your shoulders, neck and facial muscles

try not to fold or cross your arms over your body as it may make you look
defensive

lean forward dightly to demonstrate listening

nod your head and smile to encourage the patient to continue

do not hold your back and shoulders too straight as you may look rather
aggressve

do not slouch as it may make you look bored and uninterested

avoiding playing with pens, papers, spectacles, etc. as you may look bored,
irritated or distracted

Our natural inclination isto listen to only part of what is being said, filter out what we
consider to be irrelevant, evaluate our response and then choose an appropriate moment
to say our piece. In order to break this cycle you should :

listen to what the patient is saying — the words being used and how they relate
to the patient’ s body language and tone of voice

concentrate on the facts and consider the consequences of knowing/not
knowing thisinformation

summarise what isbeing said in your head but don’t alow yourself to wonder
about what you think is being said

make appropriate under standing and encour aging facial expressions and
acknowledging noises such as‘mmm’ to show you are listening.

make appr opriate empathic and encour aging remar ks such as ‘ this must be
difficult for you', ‘please go on’, ‘this sounds interesting’, ‘I see’ and ‘I
under stand’

Thevoiceisapowerful communication tool. It expresses the intellectua, emotional and
creative content of our minds but may betray our words and actions.

Y ou have only to hear apatient fighting back tearsas she says‘I’mall right’ to know
that sheisanything but al right.
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As ahealthcare executive you have to be aware of both your patients' vocal signals
and your own. Recognising anger, frustration, pain, disappointment and confusion in the
voice of another is surprisingly easy. Our emotional intelligenceis quick to pick up these
signals, but we may not always wish to acknowledge them — particularly if we are feeling
low or under stress ourselves. However, being aware of the vocal signals your own voice
portraysis surprisingly difficult, which iswhy we may be accused of talking in ‘that tone
of voice'.

Try not to ‘bark’ at patients through closed doors. If possible, stand up, open the
door and greet them with afriendly smile and awelcoming gesture. Obvioudly, it would
be unforgivable to have abig smile on your face when delivering bad or serious news, but
smiling as you greet someone automatically changes the tone of the voice. People can *hear
asmile inavoice even if they cannot see the speaker. So remember to smile asyou talk
on the telephone too.

A common complaint patients have of doctors, in particular, is atendency to speak
in apatronising voice. Again, thisisrarely intentional and usually results from having to
explain complex procedures. Although you will need to use words which are not technical
to explain what you mean, you should assume that the person you are talking to is as
educated and asintelligent as yoursalf. Like smiling, just having this thought in your head
automatically changes the tone of voice that you use.

An important element in establishing trust and rapport with a patient isto make them
feel that you value their opinion. In order to do this you need to indicate that you have
heard and acknowledged their concerns and their views.

In talking with patients and carersit isimportant to taketimeto :

» establish arapport so that patients can relax and talk openly

» modify your voice and body language appropriately

» listen actively so that patients feel encouraged to continue

» ask open questions to help understand symptoms and concerns

* indicate that you value the patient’ s opinion and acknowledge their concerns
* pick up on verbal and non-verbal cues

» paraphrase and give your understanding of what the patient has said to check
understanding on both sides
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Evidence has shown that taking this patient-center ed approach not only improvesthe
Hospital-patient relationship, it aso increases compliance with treatment and resultsin
fewer follow-up visits and fewer referrals.

10.4 Effective Patient - Doctor Communications

There are more challenges than ever in today’s healthcare environment. Limited
appointment time, the ability of patients to do their own research which then needs to be
discussed with practitioners, and the numbers of patients who are undiagnosed or
misdiagnosed; these chalenges and others make effective communi cations between patients
and their practitioners more important than ever.

Good communications really boils down to two things : respect for each other, and
the ability to manage expectations.

Thefollowing will help you understand how to be a good communicator yourself, and
what to expect from a practitioner who is a good communicator.

A patient who isa good communicator :

*  Will bemindful of the doctor’slimited time. While some referencestell usa
patient has an average of only 8-10 minutes per gppointment with his doctor, other
references say the average is 16-20 minutes. The discrepancy may be due to the
kind of visit, whether the doctor is primary care or a specialist, or even health
insurance coverage. Regardless of the difference, it makes most sense for us
patients to prepare ahead for the probability that the visit will be shorter than we
expect.

*  Will beconcisein hiscommunication, preparing carefully for meetings with his
practitioner. A well-organized patient prepares questions ahead of appointments,
and gticks to the facts. With so little appointment time, you' Il want to be sure your
doctor has al the important information about your problems, and has time to
answer al your questions.

* Will ask the meaning of words and concepts he doesn’t understand.
Doctors are trained to use alexicon of med-speak that baffles us patients. Genera
medical terms are used by all doctors or many specialties. Other words and
concepts are specific to body systems, conditions, diseases or treatments. In all
cases, you' |l walk away much more satisfied from your visit, having learned what
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you need to know, if you stop your doctor and ask for a definition or description
when he uses a concept or term you don’t understand.

If interrupted, will ask the doctor to stop and listen respectfully. Some
studies say it takes only 23 seconds before a doctor interrupts his patient. Dr.
Jerome Groopman, author of How Doctors Think, states that doctors interrupt
their patients within 18 seconds of the start of their conversation. If your doctor
interrupts you, politely ask him to listen to your entirelist of symptoms, or to let
you ask your entire question. Sometimes a ssmple gesture such as gently holding
up your hand will alert your doctor to stop and listen to you.

Will ask hisdoctor what to expect next. No matter what point you arein your
trangtion through the system : before, during or after diagnosis or trestment, asking
your doctor what happens next will help you understand what is going on
immediately, and what your outcomes might be. For example, if your doctor says
heis sending you for amedica test, you might ask what he expects the results will
be, or what the possible outcomes might be, and what they would mean. If he can
manage your expectations, you will have more confidence about the process and
Its outcomes.

Will know which questionsto ask the doctor, and which to savefor others.
Y our doctor isthe person who should answer any of your medical questions. But
other questions, such as directions to a testing center, or the time of your next
appointment, or where you should park your car, can be asked of others on the
doctor’s staff. That conserves your short appointment time for the important,
medical aspects of your care.

A doctor or practitioner who isa good communicator :

Has respect for her patient. Good doctors understand that a sick or injured
patient is highly vulnerable. Being respectful goes along way toward hel ping that
patient explain symptoms, take responsbility for decision-making, and complying
with indructions.

Hasthe ability to shareinformation in terms her patients can under stand
. It's OK to use med-speak and complicated terms, but they should be
accompanied by an explanation at the same time.

Doesn't interrupt or stereotype her patients. It'seasy for al of usto interrupt
when we know timeis short or we are in ahurry, but a practitioner who is agood
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communicator knows that if it can’t be done right to begin with, it will need to be
done over. Listening carefully and respectfully will go along way toward better
outcomes for the patient.

Hasthe ability to effectively manage patients expectations. By helping her
patient understand what the next steps will be, and what the possible outcomes
and their ramifications might be, the doctor can go along way toward helping that
patient understand his problem.

10.5 Patient Communication — Feedback

The only means of knowing where we stand in our Customer Careis FEEDBACK .
The following points should be taken into consideration for improving on Customer care :

Make it easy for people to complain : There should be free flow feedback
system, whichisvery accessible to everyone. Ask for complaints

The feedback forms should be ssimple, short and specific.

The feedback should be taken with avery postive attitude with the thought that
it isour only means of improvement and also |etting us know where we stand.

Feedback has to be a continuous process.
Pretend to be a customer.
Replace defective products or repeat the service immediately.
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Mode Questions
Paper - IX

Objective Type Questions
True & False

1

10.

The flow of communication issimultaneousin al directionsin the Transmission
modd.

The essential e ement for this transmission is a medium/channe

Business communication has limited opportunities for feedback s and hence
difficult to correct misunderstandings.

When the message is not acceptable then it may give rise to negative fegings and
the communi cations cannot breakdown and receive proper response.

Each time the receiver of the message is different, the gpproach of communicating
the message must also change.

When more than one message is sent on the same subject there is a good
possibility of contradictions.

Feedback is useful and the sender may have control over the communication
Stuation.

Transmission of amessage may be blocked by too many transmission links.
Visua impairment does not hinder the reception of message

Difference between sender and receiver are bridged by sharing other person’s
perspective.

Short Questions

o A~ w D BE

Discuss the importance of communication.

With the help of adiagram explain the process of communication.
Discussthe PRIDE model of communication.

Grapevine Communication

Horizontal Communication.
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15.

What are the five chain of eventsin the process of communication?

Discuss mental health counseling, how it works and who can benefit from it?
Discuss Grief Counseling, how it works and who can benefit from it?
Discuss Family Counseling, how it works and who can benefit from it?
Discuss Relationship Counseling, how it works and who can benefit from it?

. Discuss Group Counseling, how it works and who can benefit from it?

What are the dimensions of communication?

Enumerate the advantages of the reciprocal model of communication.
Discuss— Suggestion System

What isthe purpose of education and training in business communication?

L ong Questions

N o g bk~ w DN PE

10.
11.
12.
13.

14.

Enlist the Ten Commandments of Effective Communication?
Explain the Important C'sin communication.

Explain the three models of communication process .
Explain the purpose of communication.

Describe Inter personal communication.

Wheat is communication? Why is communication important?

What are the barriers to communication in an organization? Suggest measures
to overcome the barriers.

What are the types of counseling? Explain the attributes of a good
counsdlor.

Explain the various directions of communication with example.
What is meant by communication barriers? How do they occur?
What are the cross cultural barriers to communications.
Discussin details : The transmission model of communication.
Discuss — Grapevine Communication

Discuss— Conditions for effective communication with reference to the important
C’sin communication.

Discuss the importance of communication in management
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15. Discussin details
A. Merits and demerits of written communication
B. Discussthe styles of interpersonal communication
ASSIGNMENTS
Topicsfor assignment are general which would require the students to study current
Stuations, thereby giving practical solutions.
Assignment Topic- 1
Nature and process of communication
Assignment Topic- 2
Verbal and non verbal communications
Assignment Topic- 3
Stepsin writing a Report and Proposals
Assignment Topic- 4
Effective Presentation Skills
Assgnment Topic-5
Effective Listening skills
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