
 

 
Effective Communications 
 
Most grievances result from sub-optimal Communications rather than Operational 
failures. 
 
Communication is a necessary part of life. Communication frequently fails. Expect 
imperfection. People communicating with one another are in sync only about 30% of 
the time. Chinese whispers demonstrate that messages often get distorted when passed 
through several people. 
 
Communication is a back-and-forward process. Ideas are developed mutually. 
Misunderstandings get picked up by checking the meaning with questions. Daniel Seigel 
refers to horizontal (using non-verbal communications - facial, proximity, gestures and 
other channels as well as language) and vertical (other parts of the brain - 
understanding context, checking the meaning, how do I want to respond, emotion 
sharing etc.)  
 
Things that cause the communications process to break down lead to communications 
failure. 
 
Communication is more likely to fail when people cannot see each other. Body language, 
facial expressions, gestures and voice tones are not in play. Written communications are 
more likely to be misunderstood than face-to-face spoken communications.  
 
Detractors from good communications include: 

• Insults – “you’re wrong, you’re stupid, you’re lying” etc. 
• Intimidating – e.g. swearing, shouting, physical proximity 
• Implying devious motives 
• Blaming 
• Making statements that are incorrect (deliberately or innocently) 
• Making comments that are critical of a person that are not relevant 
• Failing to engage in communications including not responding (in reasonable 

time frame) or refusing to attend meetings  
• Withholding relevant information if it doesn’t suit your view (possibly claiming 

confidentiality or concerns that someone might be offended) 
• responses that are likely to offend 
• aligning into “camps” and reinforcing within each camp that the motives and 

actions of the other side are devious 
• communicating through a third party 
• not letting a person finish what they are saying  

 
PHOG (Politics, Hearsay, Opinions and Gossip) clouds good communication. 
 
The ideal environment for good communication is where people have an open mind, 
welcome challenge from others and understand sensitivities and are able to disagree 
without offending. People need to be able to forgive past cases of poor communication. 
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You can’t take back the spoken or written word but there is no value in referring back to 
past problems other than for constructive learning. 
 
KEEP IN MIND: 

(1) All parties should bear in mind that the primary objective is for the participants 
to be supported to live happy lives 

(2) Most issues can be resolved satisfactorily by addressing communications 
because people involved are good people with good intentions 

(3) All parties should resolve to achieve effective communications by being 
conscious that others may misinterpret their intentions unless they are careful to 
communicate concerns constructively 

(4) The speaker may be meaning/thinking something different from what he/she 
says 

(5) The listener may interpret the message differently from what the speaker 
intended 

(6) People have different styles of communication  
(7) It is not desirable to have only positive communications. The ratio of positive 

comments to negative comments produces the best outcomes when in a ratio 
greater than 5:1 and less than 11:1. People should feel free to express concerns 
and should not feel they can only communicate when the message is good. 
Constructive communications regarding problems is not only desirable, it is 
necessary. 

(8) Frequent, short communication is better than occasional expansive 
communication. The “1 minute” technique involves providing some 
communications that are only positive and others that are only negative to avoid 
focus on negative feedback only. 

(9) Parties should be careful to avoid making assumptions that other people’s 
motives are sinister. Trust gets built up slowly but taken away quickly. Political 
alliances are not helpful. If staff tell other staff what’s wrong with other staff 
members, it is most likely that incorrect assumptions will be made and 
communications breakdowns will occur. 

(10) Who “owns” the decision? Other parties are welcome to influence and 
challenge decisions. 

 
Communicators need to proceed at a pace that helps the listener learn.  
It is good to communicate with few words and to speak slowly. Respect the weakest 
link. Don’t respond - allow time for the other person to think. 
When you feel upset, wait before responding. 
 
Relevant SILC Documents 
Codes of Conduct 
House Operator Agreement 
SILC and House Operator “Rules” or constitution 
Choice, Voice and Control Policy 
Complaints Policy 
 
NDIS Code of Conduct requires employees to: 

“Treat residents, parents and other employees with courtesy, dignity, respect and 

sensitivity and be courteous and helpful in your role”  



 3 

 
SILC’s Code of Conduct includes: 
• “ensure that their actions do not negatively impact other members’ health and 

safety through actions of bullying, harassment and discriminatory practices. 

• not use offensive or foul language or behave in a manner that offends, harasses, 
intimidates or unfairly discriminates against colleagues, participants or other 
related people.” 

 
SILC’s Communications Protocol is Appendix A of the House Operator Agreement 

General Principles 

The service will be run in the best interest of the Participants.  

For day-to-day matters, interested parties will communicate directly with House staff by phone 
or text or Deputy or WhatsApp or Viber or other form of communication.  

For matters involving threats to health, the potential need for medical intervention or other 
serious matters Staff should inform the Participant’s parents, representative or guardian.  Where 
practicable parents should be consulted prior to actions being taken.  

Policy matters can be raised by the representative of any Participant and should be directed to 
the Board of the House Operator. 

The Board of the House Operator will establish escalation protocols for handling matters of 
urgency and inform government as warranted.  

The contact information for each Participant’s representatives and other relevant persons will be 
provided to all Parties to this Agreement and updated as details change. 

Participant’s representative should exchange all information of significance brought to their 
attention.  Except in urgent situations, this can be done via email." 

Issues for consideration: 
(1) how to respond to inappropriate communications? 
(2) when is it advisable to record communications in writing? 
(3) what information is “need to know only”?  
(4) when should SILC be informed? 
 

 
Steve Anthony 
9 July 2019 
 
 


