CHAPTER ONE: WORKING

The Organisation’s Philosophy and Goals

All services will have in place a written philosophy which states the broad vision or underpinning
beliefs of the organisation, The organisation’s philosophy and goals are translated into objectives
and policies that provide guidelines for practice. Everyone in the organisation must be committed to
working in a way that contributes to the achievement of these objectives. Translating this philosophy
into practice in the workplace requires careful thought and a conscious commitment to the values of
the organisation.

A service philosophy is usually developed as a collaborative effort by key stakeholders. It will typically
reflect the cultural and social context of the organisation and its members. While most early childhood
service philosophies have common elements, each service will have unique elements that reflect the
unique features of their service.

Aspects that may be typically included in a service philosophy:
acknowledgement and respect for the parenting role
acknowledgement and respect for the child and family’s culture
acknowledgement of the rights of children

the critical role of relationships — carer/child/parent
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the image of children as capable learners

the importance of a child-centred physical environment
# the role/qualities/knowledge of the educator.

Consider the following example of a service philosophy:

“T'o ensure all staff, families and children experience a sense of belonging that is a result of respectful, trusting

relationships and opportunities to participate in decision making.’

An example of how employees can translate this statement into practice may include making sure
that each child and parent is personally greeted on arrival and that information about the child’s day is
shared with the parent at the end of the day. It may also include working collaboratively with parents to
develop goals for children’s learning and development.

Consider another example:

“T'o acknowledge and celebrate the Indigenous cultural heritage of children and families attending the

program.’

‘This statement is very clear and can easily be translated into practice ~ for example, by providing
children with stories, songs, games and artefacts that reflect Indigenous culture and employment of
Indigenous child care workers. \

Ideally, everything that happens at a service, including the way employees carry out their work, should
reflect the service philosophy, goals and objectives. Employees should constantly remind themselves of
the values embodied in the service philosophy.

Working As a Member of a Team

Most children’s services consist of small, medium or large teams of people with different training, skills
and expertise who must work together in a way that enables the service to achieve its goals.
For an organisation to run smoothly all team members must have a clear understanding of their role,

duties and reréponsibi]ities as well as those of other team members.
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WORKING IN CHILDREN’S SERVICES SERIES: THE BIG PICTURE

Effective teamwork depends on every member of the team taking
responsibility for carrying out the work described in their position description
to the best of their ability. How well an individual can carry out their work inan
efficient and consistent manner is influenced by their understanding of:

@ the organisation’s philosophy and goals
= work roles, duties and responsibilities
how their role contributes to the team and the smooth operation of

the service.

What is Teamwork?

In child care, ‘teamwork’ is often mistakenly interpreted as all team members sharing all tasks equally.
‘We all do everything - we are all equal.” While in theory this may seem ideal, in practice it is not the
best use of each person’s expertise and experience. Teamwork is not about sharing every task; it is
about assigning roles and responsibilities that reflect the knowledge and expertise of each team member
and having systems in place that support each team member in carrying out their assigned roles.

Sharing all tasks does not allow each person to contribute their particular skills to the organisation.
For example, the trained nurse can take responsibility for the overall monitoring of health issues, while
the qualified staff can take primary responsibility for planning children’s programs.

Every role is important to the smooth running of a service and each member of the team contributes
to the overall day-to-day operation of the service.

It is important that the role and responsibilities assigned to each staff member are apprec:lated
and respected. After all, if the cook didn’t prepare the meals or the clerical assistant didn’t attend to
administrative and financial matters or the cleaner didn’t clean each day, the service could not function.

Assigning roles and responsibilities in accordance with qualifications and experience is sound
business practice. It ensures that the organisation is making the most effective use of its human resource
pool. As in any organisation, wages reflect the position, level of qualifications, skills, experience and
level of assigned responsibility of each employee. It makes sound economic sense to use each person
to the best of their ability and to assign tasks that reflect competence and renumeration. Consider
the following scenario.

By ‘sharing’ all roles, unqualified or less qualified child care workers are being asked to take on a role
that is beyond their skill and training level. Without the advantage of drawing on formal training in child
development, learning theory and pedagogy, programs for children are unlikely to be of the highest
possible standard.

Effective teams are made up of individuals who are committed to performing their role to the best of

their ability in order to achieve good outcomes for everyone.

Teamwork skills

Effective teamwork depends on individual team members developing and

using a range of specific skills including the following:

u Co-operation, Whether you are a member of a very large staffin a 60-90
place long day care centre, one of two staff members in a small centre-
based service or a member of an extended network of family day carers,
co-operating with other team members is essential. Being a co-operative

team member in a child care setting includes:
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accepting and respecting all team members as unique individuals

understanding how you can help

being willing to help out

using your initiative

being flexible and open to change

supporting other workers by assisting them with their duties especially when people are busy

communicating effectively and sharing information about completing tasks.

r  Initiative, Good child care workers are able to use their initiative about the right time to complete

duties, To be able to use your initiative you have to have confidence and know what you are

expected to do and how to do it. Using initiative requires a carer to:

be alert to what your co-workers are doing

ask if co-workers need help before you start a routine task

look at daily timetables and plans to see routines and how the day runs
read any printed material your workplace gives new parents

use your COmiInon sense.

Whether workmg
with a large or
small team, or
as an individual
in a family day
care scheme,
developing

a sense of
teamwork can
provide carers
with much needed
professional
support.




needs of the carers aré being placed before the needs of the child.

WORKING IN CHILDREN’S SERVICES SERIES: THE BIG PICTURE

u Being flexible, adaptable and open to change. Being organised is an essential skill for carers;
however, anyone who has worked in child care knows the ability to be flexible is critical.

In children’s services, it is often the unexpected or unplanned events that take much of our time

and leave us wondering how to get everything done. Programs should not become so organised and
structured that there is little or no room for flexibility. Children’s behaviour is influenced by many things,
including ‘the atmosphere’ in the room, the weather, moods, tiredness, and what happened before they
arrived. Children certainly do benefit from the predictability of consistent routines; however, programs
must be designed to fit children’s needs and not the other way around. In the following scenario, the

Working with Diverse Colleagues

There are many benefits to having a team which reflects a diversity of qualifications, training,
experience and cultural backgrounds. Such diversity can enrich the workplace environment and create
team dynamics which promote innovation, creativity and lively debate. Diversity in a children’s services

team may include:

Life experience. Each member of the team brings with them a unique set of life experiences that
can enrich the team,

Work experience. Team members will have a range of work experiences that have contributed to
their skills and knowledge. These experiences may come from a range of workplaces which may or
may not be refated to children’s services. Nevertheless, these experiences have given individuals
the opportunity to develop a range of important workplace skills.

Qualifications. In children’s services there is usually a diversity of formal qualifications among
team members such as teaching, child care, nursing or administration. Even where qualifications are
similar, each team member will have gained some unique outcomes from undergoing a process of
formal education, How each person translates the skills and knowledge gained from formal training
into practice may vary greatly.

Social/cultural background. The social/cultural background of team members should ideally
reflect the broader community and families which use the service.

Philosophy. Each team member will also have a philosophy in relation to children’s services that
has been shaped by their individual social/cultural background, life experiences, work experiences

and formal training.



m Age. Team members may range in age from 18 years upwards. Diversity in ages can add an N

relationships with other team members.
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important dimension to a team and serves to provide a balance of views which can be considered
and debated.

Respecting diversity requires each team member to:

show tolerance for the opinions and beliefs of others

be open to new or different ideas and innovations

treat all members of the organisation with consideration and respect.

Accepting and respecting individ ual differences is very important if you are to build good working individual
differences

the wide range of

Roles in the Organisation differences that

The roles in an organisation are usually determined by the structure of the organisation. Organisational

are still considered
as within normal

structures in children’s services typically include: development.

B

not-for-profit services — community-based

sponsored services — such as church or council

work-based services

for-profit services — privately owned and operated

corporate child care services — shareholders

government managed services — preschools operated by state education authorities

services owned/operated by peak organisations such as Lady Gowrie Children’s Services.
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Roles in most children’s services organisations will include some of the following: a management
team (committee or board), owner/manager, licensee, director or co-ordinator, team leaders,

administrative staff and child care workers.

The Role of Manager

The overall management of the service is usually the responsibility of owners, sponsors, boards or
committees. Responsibilities include: ensuring that the service meets all regulatory and ficensing
requirements, provision and care of physical facilities and equipment, employment of staff and
financial management.

& In children’s serviceslmany of the management functions are delegated to the service director/
authorised supervisor. Day-to-day management responsibilities will vary from one service to
another. The director/authorised supervisor will carry out these functions by delegating duties to
members of the team,

Team leaders or room leaders will generally have the responsibility for ensuring that the daily
program in the room and all duties are carried out in accordance with service policies and
procedures. Other team members are assigned or allocated roles depending on
training/qualifications.

m  As in any other workplace there are specific tasks, duties and responsibilities linked to each role.
The following scenario illustrates the difficulties that can arise when workers are unsure of their

roles or do not understand how their role fits into ‘the bigger picture’.

effectively and being team players.
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~ Work Roles, Duties and Responsibilities
i -Dep:eﬂding on your role, your job description will specify the tasks and duties for which you are
' 'r'espoi}sible, based on your training and experience. It may also include some general requirements about

" behaviour or other aspects of your role.

“You are responsible for carrying out your duties:
B in a positive, courteous and co-operative manner
m according to the service policies and ‘rules’ to the standard expected in a children’s service workplace
a inawell-organised, efficient and effective way, including identifying the resources needed to carry

out your own work duties and reporting any shortages of resources according to service policies

# with an awareness of your obligations to keep the environment clean, tidy and safe.

What is a Job Description?

A job description typically outlines the duties and responsibilities to be undertaken, the standard to Al carers must

which work must be carried out and the person (or position) to whom the employee is responsible, ensure that they
understand, and

b ipti ill include:
Job descriptions will include are familiar with,

B ajob title, for example, ‘Child Care Worker’

their roles and
u essential requirements; for example, a Senior First Aid certificate or a Working with Children responsibilities in
declaration accordance with
. I - . . duty statements
m  duties and responsibilities — these may be divided into specific areas such as: and requiatory
« general responsibilities: requirements.

— compliance with state/territory regulations
~ compliance with an OHS Act.
~ compliance with ECA Code of Conduct

+  general duties such as supervision of children, assisting in the day-to-day care of children,
ensuring the health, safety and wellbeing of children, maintaining a safe environment in
accordance with OHS policy, working co-operatively as a member of the team, attending
team meetings as required, working co-operatively with families

+  specific duties such as setting up equipment and experiences under direction, packing away
equipment/activities and cleaning, cleaning the children’s bathroom, undertaking a daily
safety check of the outdoor play area, setting up and packing away outdoor equipment,
assisting with children’s meals, putting out and packing away children’s bedding, preparing
craft materials, washing and folding.

The details of the job description will vary according to your role, service type and the duties of other

members of the team.

In addition to a job description you may also be issued with a contract of employment or terms and
conditions of employment. You are usually required to sign a statement that you will agree to abide by
these conditions. Typically a job contract will include:

B ajob title '

B to whom you are directly responsible (your supervisor)

& hours of employment — whether the job is full time, part time or casual {including any requirement
for after hours work such as attendance at team meetings)

4 the place of work and name of employer

@ the award - this will set out holiday leave, sick leave and other entitlements

ot
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@ work standards and grounds for dismissal - such as misconduct or breach of regulations

@ the salary - the amount you will be paid, the frequency and method of payment (e.g. fortnightly
by direct credit), the employer’s contribution on your behalf to a super fund and any additional

remuneration associated with your employment.

1t is jmportant to read job descriptions and employment contracts carefully and seek clarification

if required. Once a contract is signed you are bound by the stated conditions unless there has been a

deliberate misrepresentation on the part of the employer.

Being Organised and Getting the Job Done

What does ‘being organised’ mean in the context of a children’s service? The answer to this may well vary

from person to person and service to service. Generally, people who are well organised at home are also

well organised at work, Organised people tend not to procrastinate and can usually achieve more in a
limited time by having a range of ‘mini routines’ or systems that they stick to each day.

Being well organised comes naturally to some people, For others it requires careful thought and
planning, Children’s services, large or small, are always busy places; being organised does not make then

less busy but it certainly makes the work more manageable. Being organised shows respect for yourself

as well as for other team members.

Some specific strategies to increase your effectiveness at work and to ensure that you are able tc

complete your duties to the expected standard in the time available include:

s Have a thorough knowledge of your job description — understand your responsibilities, roles and
associated tasks and be clear about your supervisor’s expectations.

@ Be aware of the roles and duties of others within the organisation.

s Understand all timetables, rosters and associated duties,

Be aware of the equipment and resources available to you and ensure all resources used during the
day are returned to their designated storage area.

m  Work with others to ensure an effective system is in place that enables equipment and resources to
be easily accessible, properly cared for and stored in the designated place.

s Drioritise - know what is important, and don’t waste time on trivial tasks.

@ Use a diary or an organiser to forward plan known commitments.
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Have a ‘to do’ list to ensure extra tasks are carried out as required.

Arrive at work on time by making sure that you are up early enough to prepare yourself for the day.
Ask for direction when needed.

Ask for support when needed.

Use ‘time-saving’ techniques whenever possible.

Do not take on the work of others when your own jobs are incomplete.
g Pace yourself and keep an eye on the time throughout the day without becoming a ‘clock watcher'.
m Know when you are becoming ‘snowed under’.

& Learn to say o’ when you need to.

Time Management

Time is a limited resource. Juggling competing priorities and demands for our time has become an ongoing
challenge for most people. Every day we have to make decisions about how our time will be divided
between our various roles. Being able to set priorities and manage time are essential skills for carers faced
with the multitude of tasks that must be completed daily in addition to caring for the children.

There are many things that can impact on our ability to get the job done in a timely and efficient
manner. Common ‘time stealers’ which can interfere with the ‘best laid plans’ at home and at work
include: unforeseen interruptions, procrastination and indecision, acting with incomplete information,
| poor communication, unclear goals and priorities, poor planning, taking on too many tasks (the inability

to say ‘no’) and poor organisational skills.

17
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OF all the time stealers listed above, one of the most common is procrastination. Everyone will, at
some time, procrastinate over a task or decision. Many people use procrastination as strategy to allow
time for further thought and consideration. However, when procrastination occurs regularly in relation
to daily tasks, it can become a real problem.

Putting off ‘must do’ small tasks can quickly lead to an overwhelming ‘mountain’ of tasks. For
example, putting off tidying the storeroom, sorting out the collage trolley or putting
away small bits and pieces that have accumulated on top of cupboards. Even though
we put these tasks off, they are still there, waiting to be done, and we are constantly
reminded of them each day, which often results in feelings of guilt and anxiety.

If you are a procrastinator you need to make a list of all the tasks that you need to
do, set a time frame and identify a realistic amount of time each day to ‘attack’ one
task, To manage your time effectively you can try creating a daily/weekly ‘to do’ list, be
realistic about what you can achieve each day, delegate tasks where possible, learn to be

‘My dad says when
the door’s shut DO
NOT DISTURB.
Sarah 4 years.
Time management
is critical for staff in
children’s services.

assertive — it’s okay to say nof

Communicating

Effective communication skills are the foundation for successful teamwork. In workplaces where there is
good communication between team members there is:

m open communication — people say what they mean

m aco-operative, happy and relaxed atmosphere

@ an environment where problems are ‘nipped in the bud’ and solved to everyone’s satisfaction

m  acknowledgement and respect shown for differences

@ support for each other

m  aworkplace with generally better work practices, resulting in a better service.

Effective communication involves much more than simply exchanging verbal or written information.
Effective communication involves understanding the factors that influence how we communicate and
developing skills to facilitate good communication, Many types of communication take place between
team members in a child care setting, including;
verbal communication — informal chats, conversations about workplace issues, discussions about

children’s needs and interests, giving information to other staff or using the telephone
a non-verbal communication - body language; for example, facial gestures, standing too close,

folding arms, giving or avoiding eye contact, or standing with hands on hips can have a powerful

effect on what is communicated

need to be realistic and 4ry.t
\fiéks :o_u'jt;héfr}-s"ufpéh}i'sdr, so:th:




CHAPTER ONE: WORKING

@ written communication — memos, notes, records, diaries or
communication books.

Communication also occurs on several different levels (NSW

Department of Health, 1987):

m Casual level. At this level you relate in a casual way — there is
little or no exchange of information. For example, ‘How are you?’,
‘Nice day’, etc.

Exchanging information and opinions level. Communication may
include casual remarks, exchanging opinions or comnmenting on an
event, For example, ‘The bushfires have been devastating, haven’t they?

# More personal level, Communication includes sharing personal beliefs, judgements or decisions.
For example, T really find it difficult when parents get angry over the children gefting dirty’.

m Very close personal level. Communication at this level includes sharing feelings and emotions - it is

the deepest level of communication. For example, ‘I'm feeling really lost and lonely since my brother died’.

Factors Influencing Communication

There are a number of factors that will influence how we communicate with others, These factors
may include: personal space, individual communication style, a person’s role or status, body language,

different languages and accents, assertiveness, unclear messages, emotions and effective listening.

Personal Space

Various factors such as personality, mood, culture and experience affect the amount of personal space we
need to feel comfortable when communicating with others. Generally we need less space and feel more
comfortable with people we know well. Most children enjoy close contact with carers; however, some
children (often for cultural reasons) feel uncomfortable with close physical contact. Pease and Pease
(2006) in their book on body language suggest that there are four zones of physical contact common in
western cultures:

m intimate zone — reserved for family and close friends

n  personal zone - used at social functions

1 social zone — used when mixing with strangers

& public zone - used when someone is presenting to an audience.

Individual Communication Style
Each person has an individual communication style which has been developed over time and is shaped
by family, culture, age and personality. For example, some people are bubbly and outgoing, others are
more reserved, some people are shy or find it difficult to communicate with the opposite sex. Consider
the different communication style used to convey a similar message.

‘T'm wondering if I can talk to you about a problem I have in regards to your work.’

T'm fed up with you. You are so lazy and thoughtless.’

“We need to talk. Your work is not up to scratch!’

You don't seem to have been your usual efficient self lately. Is something wrong?’

“You need to get your priorities in order. It's affecting your work!’

T hate to be negative but I'm finding your work is not up to the usual standards.’

‘You're wastin’ your time if ya think I'm gusna put up with you!’

19
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Our choice of words may affect communication. For example, if jargon or slang is used it may not be
understood by everyone. Sometimes we will change or adapt our individual communication style to suit the
situation. We may feel that in order to be seen as an early childhood professional we need to use jargon to
convey a simple message. Consider the following very different ways of communciating a simple message.

‘It has comme to my altention that Tom has an articulation problem which may profoundly impact on his

ability to socialise with his peers.”

T'm a little worried about Tom's speech. Tt's hard for other children to understand him and it may make it

hard for him to make friends.’

Which communication style do you think a parent might prefer?

Roles, Status and Communication

A person’s role or status can have a significant impact on their communication style. A very good

example of this is the way in which police officers will report a crime or an accident for a news coverage.

For example, ‘Police proceeded to the alleged offender’s home where a person of interest was apprehended after
a search of the alleged offender’s vehicle and premises’.

Body Language

Non-verbal communication can be very powerful. Often, much more can be conveyed by what is not said
rather than by what is said. There is a strong relationship between the use of body language and culture.
In most western cultures it is considered polite to look directly at the speaker. In contrast, other cultures
such as those of Japan, the West Indies and some Torres Strait Islander and Aboriginal groups regard
making direct eye contact as disrespectful. In these cultures lowering the eyes is a sign of respect.

Being aware of how body language is used to communicate and being sensitive to cultural differences
in the use of body language will assist in effective communication. Where possible, try to avoid hand
gestures, standing too close to others or touching others when communicating. Often this type of body
language can make others feel uncomfortable.

Different Languages and Accents

Some English speakers have strong accents that make communication difficult. People for whom Englishis

a second language may also have difficulty in being understood by the listener or are not able to understand
what is being said to them by the speaker. Where this occurs the followirig strategies can be helpful:
u using simpler words and short sentences

repeating what you have said

demonstrating meaning if you can

B using facial expressions or gestures

u speaking more slowly

@ pausing so the other person can digest what has been said and frame an answer or question

m taking advantage of an interpreter if needed.

Assertiveness |
Our self-image affects how we communicate; for example, if we feel confident this will carry over to ©
comrnunication; if we have poor self-esteem we may not communicate in a positive or confident manné

As an adult working with young children it is extremely important that you regard yourself a$
worthwhile and valued individual, Being able to assert your needs and rights in a positive manner :

lead to a positive self-esteem as well as contributing to effective teamwork,
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Assertiveness is not about being demanding or aggressive; rather, it involves achieving your own
needs and rights while at the same time respecting the needs and rights of others. In simple terms
assertiveness is about achieving a positive outcome for everyone.

Being assertive means getting your message across without placing blame on othexs. To do this you
need to use words that don’t label others.

A good strategy is to put yourself in the shoes of the other person. Would your comment encourage
them to co-operate or would it make them defensive and unco-operative? There is sometimes a fine line
between being aggressive and being assertive. For example, an assertive statement such as: I was upset
this morning when I saw you had changed tomorrow’s roster. I would appreciate a day’s notice in future as
I have to organise a lift for early shift, is more likely to get a positive response than ‘Changing the roster
without notice was pretty thoughtless of you?

In this example, the assertive statement uses language that gives the other person more exact
information about:
how the speaker feels
what the speaker wants
| what can be done to change the situation.

Assertive statements allow opportunities for discussion and the exchange of ideas rather than
accusations and ‘put-downs’ that leave people feeling angry, hurt or defensive.

Being assertive is a valuable communication skill that can be used to achieve a sense of both parties

being ‘winners’ rather than one party being powerful and ‘winning’ while the other person is the ‘loser’.

Unclear Messages

Avoid Misinterpretation

Making sure your message is clear so that it will not be misinterpreted is very important for open com-
munication in a child care setting, A common problem in communication occurs when one person
misinterprets the message being given. For example, ‘That’s not what I mean’ or You're puiting words in
my mouth’ or ‘You never listen’, are common complaints. Often what occurs is that the person receiving
the message places a different interpretation on the meaning than was intended by the person giving the
message.

Another reason misinterpretation may occur is the manner in which the message is delivered.

Hidden Messages

It is very confusing when facial expressions, body language and tone of voice do nof match the spoken message.

Mixed messages are often given when using a combination of verbal and non-verbal communication.

L A L Y

We tend to hear
what we expect
to hear — pecple
often have a
mind-set of what
a person will

say or how they
might say it.
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This type of communication can be very confusing for the person receiving the message who is
hearing a verbal message that does not correspond to the non-verbal cues. For example, while placing
hands on hips the speaker says, ‘It's okay, I've already put the bin out... again!” What the speaker is saying
is clearly very different from what they are feeling.

Emotions and Communication
Strong feelings often prevent people from communicating effectively. Some people react emotionally
when confronted unexpectedly about an issue. When a person is angry or upset, their emotions often
influence their response. Being able to verbalise feelings in an assertive manner that provides clear
feedback is a difficult but important skill to develop.

Think back to the last time your anger or frustration affected how you communicated with people.
How did you address your feelings? How did you handle the incident? Did you express feelings such
as anger, hurt, frustration, sadness or anxiety? Did you slam doors, yell at others, become quiet and

withdrawn, or blame others? What messages did your behaviour convey to others involved?

5h0na

Shona is worr‘_i_e_d"ﬂ{é{fsh_e_wl_ii not
for her assignment. “Sometimes

\:iz_‘p_ém on skills.-

P R R TR NI S I}

Good
commuricators
have effective
listening skills and
also look for non-
verbal cues when
communicating
with others.

Do these adults manage to effectively express their feelings and frustrations?

Receiving the Message: Listen Carefully

Effective Listening
Effective listening is an active process that requires the listener to listen carefully, to try to pick up

how the speaker is feeling and show by gesture and facial expression that they as the listener are focuses

and interested in what is being communicated. Attentive listeners give the speaker their full attenti

This can be difficult in a child care setting where there are many interruptions and demands for a care

attention. Listening involves four key elements: '

1. Hearing the message - listening to both verbal and non-verbal information

2. Interpreting the message — matching the meaning between the speaker and the listener

3. Evaluating the message — asking questions to ensure that all of the available information
is delivered

4. Responding to the message — giving an appropriate verbal and/or non-verbal response.

Reflective listening

Reflective listening is an effective communication strategy because it allows the listener to give s
feedback to the speaker, show attention to what is being said, encourage expression of ideas
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tions, talk about difficulties and keep the speaker on track. It also gives the listener the opportunity
arify what the speaker is saying by paraphrasing; for example, ‘You are really worried about your
other’. Strategies for reflective listening can also include nodding of the head, utterances such as ‘Mm

Mnr', ‘Ol or simple comments such as “That must have been awful for you'.

23

Remember, team members who fail to listen to their colleagues run the risk of becoming alienated

and out of touch with the views of the team and individuals within the team,

Blocks to Effective Communication

There will be times when, with the best of intentions, our responses will block communication.

Some common examples, as listed by the NSW Department of Health (1987), of blocks to effective

communication include:

E giving orders — telling the other person what to do, implying that they need to act differently:
Don’t be so negative’

B warning — making assumptions about unpleasant consequences which will happen unless the other
person changes: You'll end up with no friends’

& preaching -- telling people what they should or ought to do, and implying that they are not

behaving in the ‘right’ or ‘correct’ way: ‘You ought to take a long-term view, and shouldn’t just think
about yourself’

& lecturing — implying that ‘T know if all, you need to take notice of what I say’, ‘I've been through all this
before, I'm telling you, it'll never work’ ‘

R R R R

Successful
communicating
is about effective
fistening. On
average, most
people only hear
25% of a message
being conveyed
verbally. Careful
listening includes
‘picking up’

on the feelings
of others.
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giving advice - suggesting Tknow better, I'm superior’: ‘Instead of listening to the others I suggest
that you look at my report and then make a decision’
blaming - implying that it’s the other person’s fault.

interpreting — implying that you know the real cause of the problem and dismissing the speaker’s

concetn: ‘You're just tired after a bad day at work’

Tabelling - telling people they have a bad characteristic that will always affect everything they do:
You are always such a pessimist’

asking questions — a common response when people are upset. Questions can block
communication — instead of letting off steam, the other person has to stop and try to answer: ‘How
did you come to owe so much money?’ Asking a question often implies that you have the answer to the
other person’s problem. People rarely appreciate being told what to do, even when they actually ask
for advice.

praising and reassuring — also unhelpful responses when people are upset even though you are
usually trying to help. These remarks often come across as either non-acceptance of the other
person’s feelings or as patronising, For example: reassuring ~ ‘Dow’t worry, everything will be okay,
praising - ‘You're so good at what you do, you'll get the new job’

distracting — ‘Let’s go for a walk and not worry about it until tomorrow.

Giving and Receiving Constructive Feedback

Constructive feedback gives people information about their behaviour and how their behaviour affects

others. It is a useful strategy for achieving the response you want or to have your needs met.

Characteristics of Constructive Feedback

®

#

Feedback is descriptive. For example, ‘I feel confused’ or °I feel you ignore my point of view'.

Tt is specific rather than general. To be told that one is ‘dominating’ will probably not be as useful
as to be told, ‘Just now when we were talking you didn't seem to listen’.

It takes into account the needs of both the receiver and the giver of the feedback. Feedback can
be destructive when it serves only our own needs and fails to consider the needs of people at the
receiving end, including their emotional state at the time: ‘I know this is difficult for you, but we need
to talk about it’.

It is directed towards behaviour which the receiver can do something about — otherwise

it only increases frustration: ‘I would really appreciate it if you could ring me if you're going to

be late’,

It is well timed. In general, feedback is most useful when given as soon as possible. This will
depend, of course, on factors such as the person’s readiness to hear it.

The other person shows a willingness to listen to your feedback.
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Perhaps Max was justified in his concern in relation to Paula’s treatment of the parent; however,
the timing and the manner in which he conveyed his concerns was completely inappropriate. Max
should have spoken to Paula alone, at a time when they could sit down and talk without interruption,
His comments were unprofessional and did not help Paula to improve her skills. Instead, Paula became
distraught and very little was achieved.

A more effective response from Max may have been:

what you said made her fee
times, like this momfn'g’ oy

like to make a time-

Constructive feedback is only effective if the listener ‘hears’ what you are saying.

“roblem-Solving, Decision Making and Resolving Conflict
Problem-solving and resolving conflict depend on the ability of those involved to communicate problem-solving
effectively about the problem and then make a decision about how to resolve the issue. Working in child the ability to use a

care requires you to constantly make decisions about day-to-day issues and about matters with more 79€ ?f thm;mj
strategies fo find a
long-term consequences. solution,

Decisions are often made on the basis of what we believe to be true, On many occasions we

base our decision on what we know about the people involved rather than on the facts about what

actually happened.




26 WORKING IN CHILDREN'S SERVICES SERIES: THE 81G PICTURE

.E\;e;y. o-‘a;f'cl;r;er.s. ) Working with young children and families can at times be emotionally, as well as physically,
exhausting. Our capacity to make decisions is often affected by our emotional state at the time.

will need to
make on-the-spot Reference to written policies and licensing requirements can guide many of the decisions made in
decisions that a service, Unfortunately, policies cannot cover the huge range of issues that confronts early childhood

require sound ; . . . I s aitagt ‘s
quire 5o professionals on a daily basis. When confronted with major issues or conflict situations, it is helpful to
communication ‘ !

skills and a be able to work through a formalised process that allows everyone involved to examine the problem

willingness to use  objectively and work towards making decisions that lead to a successful resolution for all parties.
problem-solving

sirategies. COﬂﬂ iCt H a bitS

Cornelius and Faire {1989) suggest that reactions to conflict may be as a result of four common ‘conflict

habits’ - withdrawal, suppression, win/lose and compromise.

m Withdrawal refers to either physically or emotionally withdrawing from the conflict. For example,
you may stop talking to the other person, storm out of the room, sulk, or only speak to the person
when absolutely necessary and then only in a formal manner. This strategy is often used to force
the other person to change their mind.

m Suppression refers to a decision not to address or acknowledge the conflict. For conflicts of a
minor nature this is sometimes a useful strategy as it may defuse the situation and the conflict may
be resolved. However, suppressing conflict may also lead to the other person feeling confused or
unsure in relation to the other party’s feelings. Tt may also mean that the other party is unaware of
any feelings of conflict that the other person may have.

Suppression manifests itself in behaviour such as ‘acting as if nothing is wrong’, quietly ‘stewing’
and becoming resentful, or saying nothing and then bringing up the conflict at a Jater time as a
‘weapon’ to prove a point.

g 'Win/lose is a conflict habit in which one person must ‘win’ at all costs. It usually means that one
person has used power or authority to resolve the conflict at the expense of the other. Sucha
strategy can include shouting, becoming violent, ‘laying down the law’, getting others to back you
up or using threats.

Compromise may result in a positive outcome for both parties, but it may also mean that one
person gives up more than the other and never really has their needs met.

Compromise can often lead to one person feeling that they are always the one to ‘give in’. Often

compromise is used because it is less stressful, to avoid arguments or to preservea relationship.

Conflict Resolution Strategies
m Win/win is a strategy that can be used effectively with colleagues, parents and children. The
process of win/win involves the following steps:
. Find out why each party wants a particular outcome s0 that you can better understand the
situation from the perspective of others. This step includes defining what each party wants.
. TFind out where there might be agreement about outcomes. Be objective and don't allow
personalities to get in the way of solving the problem.
. Consider options — reach a compromise that all parties are able to accept — always try to be
fair.
. Work co-operatively to reach a mutually agreed outcome,
m Using T’ statements makes it possible to describe how you feel and what you need without
blaming others. For example, ‘I feel as though you don’t respect my needs when you get back late from
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lunch In future, please be back on time so that I can have my break’. In this example the person is
atmg what they are unhappy about, how it makes them feel and what they want to happen in the
rure. ‘T statements avoid placing blame; instead, they are factual and give the recipient a clear

_ﬁiessage about your needs and desired outcomes.

not each‘agreement and it 1)
Nca Athena nd'Slmon o work’ thrOUQh the steps in the conflict:
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ahild care workers are not just people ‘who look after children’ or ‘who love
working with children’. Caring for children in settings outside the home is
sbecoming an increasingly complex and demanding role requiring specific
professional knowiedge and skills and the ability to work as a productive team
: member.

51 Your statement of duties or job description can be used to help monitor your known
workplace performance. Depending on your workplace, you may have a supervisor
_ or colleague who can assist you to develop work practices that will ensure that you
perform your work effectively.

Some of you may work in services that have a formal process of performance review |
and constructive feedback to help you maintain a high standard of work practice. in
reality, many carers must take responsibility for monitoring their own performance
and productivity.

Carers who are committed to being professional and implementing ‘best practice’ in
their work recognise the need to have professional knowledge, 1o take responsibility
for self-evaluation and to continually improve their practice.

This chapter explored the importance of examining your own attitudes and beliefs
about early childhood care and education and developing a personal philosophy as
strategies for becoming a professional. You have been introduced to the personal,
work and communication skills that will assist you to be a successful early childhood
worker.

Everyone who works in child care must be committed to providing the best possible
care and education for children. In early chitdhood services every carer plays ah
important role and every carer must work efficiently and effectively to enable t
service to provide quality care that meets the needs of children and their families.

ﬂ%Qe:lOQ!0!539650@39’!0900’@6090800&QGDG’)EEQOBBD-’JDEQGQBGBBQ

he Think About
)\’ Pe%c° 1. ‘Good quality care must be reflected in attitudes as well as actions.” Think about
’\J (f your own attitudes and values in relation to the care and education of young
children. How do you feel about infants under six months in long day care?

How do you feel about very young children being in care five days per week?
Is child care becoming a substitute for parenting?

2. What does being a professional mean to you? What attributes, skills and talent
you have that would contribute to your role as a child care professional?
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cussion Q(/Q
éad the scenario "We Share all the Work’ and discuss the meaning of
work in the context of children’s services.

WE SHARE ALL THE WORK ‘

quallfsed earEy childhood teacher, was very surprised to find at her new centre that carers

t formal qualiflca‘uons were being given responsibility for program planning. Adele decided to
her concerns wrth the director who became quite annoyed, saying, ‘Everyone shares the role of
mg for the chifdren. All the staff are treated as equals!’

dele responded that while she was able to recognise that carers without formal qualifications
ertalnly had a great deal to offer, they did not have the training in child development and learning
heory Adele expressed her view that it was reasonable to include these carers in the planning process,
articularly in refation to their observations of individual children, but felt it was unfair to expect these
arérS to be actually responsible for planning. The director reluctantly agreed to raise the issue at a
eam meeting.

Later that evening Adele reflected on the director’s comment that ‘aff the staff are treated as
quals'. Adele wondered how this could possibly be true when people were on different rates of pay
nd were either qualified or not qualified. She wondered if the director really considered herself as ‘an

\&uai' within the team. “/

2. Discuss why effective communication is the key to avoiding workplace conflict.

LI -f(‘GDEbb?{'t’éﬂﬂl’rt—&tcml}(‘(C’!?TJFJGl}é-l\eﬁfsPﬁ(g&ﬁ?\"“’or‘t"-’ﬁ&"

Activities

1. Think about your role, as either a student or a worker. Write down the strategies
you use to prioritise your work. Identify areas for improvement.

2. List as many strategies as you can that might be used by staff to communicate with
each other. Note the information that might be shared using each strategy.




