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Introduction to Policy – by Tamara Click here to access Tamara's video 
 
Section 1:  Policy 
 
1.1 Background to this Policy 

1.1.1  Communication is at the heart of who we are as human beings. We connect and 

interact and exchange information and ideas. All of this is made possible through 

communication.  KARE provides services and supports to people with a range of 

communication needs and abilities. 

 

1.1.2  People need an opportunity to communicate, a way to communicate and a reason to 

communicate.   

 

1.1.3  KARE have written this policy because communication is a basic human right for 

everyone. Communication is important for everybody’s well-being and quality of life. It 

affects how people feel about themselves, the choices they make and their 

relationships. KARE have a responsibility to make sure that all information is provided in 

a way that everybody can understand.   

 
1.1.4 Having communication support needs can isolate a person and make it hard for them to 

access services, education, get a job, make friends, stay safe, live independently and 

have good mental health. The barriers faced by people with communication support 

needs are often created by other people and by poor communication environments. 

Staff are communication partners and have a major role in giving and receiving 

information 

 

1.1.5  We know that many people can find it hard to communicate using speech, so KARE 

want to make sure that we respect and value all forms of communication. 

 

1.1.6 This policy is underpinned by the following regulations and guidelines: 
 

• Communication Bill of Rights written by the National Joint Committee for the 

Communication Needs of Persons with Severe Disabilities 2016. 

• UN Convention on the rights of people with disabilities 

• Health Act 2007 

https://kare365.sharepoint.com/supporting/Health/Open/Forms/AllItems.aspx?id=%2Fsupporting%2FHealth%2FOpen%2FTotal%20Communication%2FVideo%20Introduction%20to%20Total%20Communictaion%20%2Emp4&parent=%2Fsupporting%2FHealth%2FOpen%2FTotal%20Communication
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• HIQA National Standards for Residential Services for Children and Adults with 

Disabilities, 2013 

• Communications with residents Guiding principles – HSE 

• Disability Act 2005 - Section 28 

• National Disability Strategy 2017 – universal design in communication (dept of 

Justice) 

• Assisted Decision Making (Capacity) Act 2015 

• HSE National Consent Policy 2017 

• Making Communication Accessible for All A Guide for Health & Social Care (HSC) 

Staff 

• RCSLT Communication Standards 

1.1.7  This policy is supported by the following KARE Policies and Guidelines:   
 

• Individualised Planning  

• Food safety guidelines  

• Management of Nutrition 

• Personal/Intimate care policy 

• Safe Administration of Medication 

• Managing Transport 

• Managing Service Users Money/Property  

• Managing Complaints 

• Supporting people who present with behaviours that challenge 

• Supporting people to work /have a career  

• Dementia Policy 

 

1.1.8  Glossary of Terms  
 

• Definition of Communication - Communication is the exchange of facts, ideas, opinions 

or emotions by two or more people. It is the process of passing information and 

understanding from one person to another.  

• Total Communication approach - Total Communication is a communication philosophy. It 

is not a communication method and not a teaching method. Total Communication is 

an approach used to create good and equal communication between human beings 

with different language abilities. A Total Communication approach acknowledges that 



KARE Policy: Total Communication Policy. 
 

_______________________________________________________________________________________ 
Rev. 3                                                                           April 2021             Page 4 of 20  

communication is not simply about talking and emphasises the importance of body 

language, gesture, photos, symbols, signs, objects and more creative mediums such 

as music.   

• AAC - Augmentative and alternative communication (AAC) is a general term used to 

refer to approaches, strategies, and tools, that enable children and adults with 

communication difficulties to communicate their wants, needs, thoughts, and 

emotions. 

• Inclusive communication - Inclusive communication is sharing information in a way that 

everybody can understand, enabling people to express themselves in any way they 

find easiest. 

• Accessible information – Making information accessible means giving people information 

in a way they can understand.  Accessible infromation can look very different for 

different people. 

• Communication Partner - Communication partners are the people around the service 

user, who will interact with them. Anyone can be a communication partner.  And this 

is an important job. What we do counts; what we think is important; how we respond 

matters. Communication partners wait, listen and respond. 

 

 
1.2 Aim of this Policy 
 

 

1.2.1  KARE believes in Total Communication.  The aim of this policy is to make sure that 

KARE supports people to use their own way of communicating.  We will learn, teach 

and support the use of these methods so that everyone can feel included, respected, 

valued and able to participate fully in their communities. KARE promotes a culture of 

Total Communication. Our aim is to fully adopt the philosophy of Total Communication.  

 

1.1.2  This policy will facilitate staff to be supportive communication partners for the people 

who use the service. 
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1.3 Scope of this Policy 
 

1.3.1 This policy is for the people who use the service It is also for everyone working on 

behalf of KARE including staff (frontline, managers, administrative), people taking part 

in CE and on LTI courses, students on placement and volunteers.        

 

1.4 Policy Statements 
 

1.4.1 General Statements 
 

1.4.1.1          KARE recognises that everyone has the right to communicate as stated in the 

Communication Bill of Rights (Table 1 Appendix 1)  

1.4.1.2     KARE understands that all people communicate for many reasons (Table 2 

Appendix 1).   

1.4.1.3          KARE respect and value all of the different ways that people communicate. (Table 

3 Appendix 1) 

1.4.1.4         KARE will ensure that each individual is supported to communicate in their way. 

Staff, as communication partners, will use the modes of communication that suit each 

individual Click Here for Communication Partners PowerPoint.  

1.4.1.5  KARE will ensure that individuals have a choice about how their communication 

supports are provided and by whom. 

1.4.1.6 Each individual will be supported to use their communication skills in everything they 

do. 

1.4.1.7 Staff will be supported to know all the ways that each individual that they support 

communicates.  

1.4.1.8 Staff will consult with service users and regularly review and update information 

about how each individual communicates. 

1.4.1.9 Staff will share this up-to-date information about how to communicate with each 

person.  This information will be shared according to the person’s wishes. 

https://kare365.sharepoint.com/supporting/Health/Open/Forms/AllItems.aspx?viewid=e6bd26ea%2D1985%2D488c%2Dbb37%2Dcceee8c5f3f4&id=%2Fsupporting%2FHealth%2FOpen%2FTotal%20Communication
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1.4.1.10 Kare staff have a duty to maximise capacity. Efforts must be made to support the 

individual in making decisions for themselves where this is possible, giving the time 

and support they need to maximise their ability to make decisions for themselves.  

Each person must be given information in a manner they can understand to assist      

them to make decisions. Assisted Decision-making | Inclusion Ireland 

Using Total Communication will support decision making. Click Here for Decision 

Making PowerPoint Presentation 

1.4.4.11  Staff will use Total Communication to meaningfully support people to give or refuse 

consent. 

1.4.4.12  KARE will support staff to make written information easy to understand (“Make it 

Easy” Appendix 2).  

1.4.1.13  KARE will ensure that each individual is given information which is accessible to 

them and helps them to make choices about their service. Total Communication: 

Accessible Information 

1.4.1.14  Staff will be supported to attend internally developed training in Total 

Communication. 

1.4.1.15  Staff, as communication partners, will create opportunities for communication by 

creating environments that support Total Communication for each service user (see 

section 3.2).  

1.4.1.16  Staff will support each person to understand and express their needs about health 

and wellbeing (Appendix 3). 

1.4.1.17  KARE will ensure that any person who is non-verbal has an up to date 

communication passport (Appendix 4)  

1.4.1.18  KARE will ensure that organisational information is communicated in a way that 

everyone can understand.  Inclusive communication strategies will be used to ensure 

this. 

 

https://inclusionireland.ie/assisted-decision-making/
https://kare365.sharepoint.com/supporting/Health/Open/Forms/AllItems.aspx?viewid=e6bd26ea%2D1985%2D488c%2Dbb37%2Dcceee8c5f3f4&id=%2Fsupporting%2FHealth%2FOpen%2FTotal%20Communication
https://kare365.sharepoint.com/supporting/Health/Open/Forms/AllItems.aspx?viewid=e6bd26ea%2D1985%2D488c%2Dbb37%2Dcceee8c5f3f4&id=%2Fsupporting%2FHealth%2FOpen%2FTotal%20Communication
https://kare365.sharepoint.com/supporting/Health/Open/Forms/AllItems.aspx?viewid=e6bd26ea%2D1985%2D488c%2Dbb37%2Dcceee8c5f3f4&id=%2Fsupporting%2FHealth%2FOpen%2FTotal%20Communication
https://kare365.sharepoint.com/supporting/Health/Open/Forms/AllItems.aspx?viewid=e6bd26ea%2D1985%2D488c%2Dbb37%2Dcceee8c5f3f4&id=%2Fsupporting%2FHealth%2FOpen%2FTotal%20Communication
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Section 2:  Procedures 
 

2.1 Using Communication Supports  

 

2.1.1  KARE will ensure that meaningful consultation with our service users using a Total 

Communication approach informs any decisions/interventions for the person;  

“Nothing about us without us”  

 

2.1.2  KARE will make service user plans accessible to each individual (appendix 5) 

 

2.1.3 Staff, with the service user, will make a referral for Clinical Supports and/or Life 

Long Learnng when there is a change identified in a person’s communication 

support needs (appendix 6).   

 

2.1.4 KARE will make the spoken and written information we use easier to understand 

and read.  

• In accordance with their wishes, people using services should be involved in 

making ‘easy read’ information and documents.  

• Written communication will be in an ‘easy to read’ format. All staff can refer to 

‘Make it Easy: A guide to preparing Easy to Read Information’ (see appendix 

2) when preparing information to read.  

• Initial advice and support in formulating documentation (policy, procedure 

guidelines etc.) for service users, in an easy read format should be sourced 

from the Quality, Speech and Language Therapy and Life Long Learning 

Departments.  

• Refer to Inclusion Ireland making info accessible (Accessible Information 

Inclusion Ireland) to support making information accessible to everyone. 

• Once the information has been made easy to read it will be made available to 

service users. 

2.1.5  Total communication supports will be used to facilitate people to make their own 

decisions.  Decision Making PowerPoint Presentation 

https://eur01.safelinks.protection.outlook.com/?url=https%3A%2F%2Finclusionireland.ie%2Faccessible-information%2F&data=04%7C01%7Cgrace.kelly%40kare.ie%7Cc0f10e397f354185bfb208d8d753be3e%7C4d03e1908b6c483994b12043076bb561%7C0%7C0%7C637496101962792016%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=5QXQgtCYutsT26kwqM7kJmXLmgfrhCKwREgFxpABjOY%3D&reserved=0
https://eur01.safelinks.protection.outlook.com/?url=https%3A%2F%2Finclusionireland.ie%2Faccessible-information%2F&data=04%7C01%7Cgrace.kelly%40kare.ie%7Cc0f10e397f354185bfb208d8d753be3e%7C4d03e1908b6c483994b12043076bb561%7C0%7C0%7C637496101962792016%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=5QXQgtCYutsT26kwqM7kJmXLmgfrhCKwREgFxpABjOY%3D&reserved=0
https://kare365.sharepoint.com/supporting/Health/Open/Forms/AllItems.aspx?viewid=e6bd26ea%2D1985%2D488c%2Dbb37%2Dcceee8c5f3f4&id=%2Fsupporting%2FHealth%2FOpen%2FTotal%20Communication
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2.2 Creating Supportive Communication Environments    

 

2.2.1 KARE staff will implement standards for creating a Total Communication Environment, 

click here; Total Communication Environment. A Total Communication Environment is a 

place or situation where communication of all types is encouraged and valued. Such an 

environment provides support to individuals to communicate in a way that is appropriate 

to them.  

 

2.2.2 Staff are communication partners and will use total communication strategies while being 

a supportive communication partner (Total Communication Resources): 

• the individual’s communication partners will spend time with the person getting to 

know their preferred method of communication;  

• communication partners will provide opportunities to engage in meaningful 

conversation and participate in decision making.  

 

2.2.3  KARE will ensure there is a suitable physical environment for inclusive communication; 

for example, room layout; correct lighting and reduced background noise.  

 

2.2.4 Staff are clear about their role in using Total Communication: 

All Frontline Staff  

• To be aware of their role as Total Communication partners with the people they 

support. 

• To liaise with Clinical Supports and Life Long Learning departments regarding 

support needs of the individual in terms of communication guidelines, plans and 

strategies (section 2.4). 

• To implement all recommended individual communication guidelines, plans and 

strategies.  

• To integrate communication information, guidelines, plans and strategies into the 

individual’s ISP.  

• To ensure that all plans are created in a way that is individualised and accessible 

to each service user (see section 2.3).   

• To ensure that environments are set up in such a way that all forms of 

communication are supported and respected.  

 

https://kare365.sharepoint.com/supporting/Health/Open/Forms/AllItems.aspx?viewid=e6bd26ea%2D1985%2D488c%2Dbb37%2Dcceee8c5f3f4&id=%2Fsupporting%2FHealth%2FOpen%2FTotal%20Communication
https://kare365.sharepoint.com/supporting/Health/Open/Forms/AllItems.aspx?viewid=e6bd26ea%2D1985%2D488c%2Dbb37%2Dcceee8c5f3f4&id=%2Fsupporting%2FHealth%2FOpen%2FTotal%20Communication
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Managers (Area, Day, Residential and Respite)  

• To understand what is meant by Total Communication and how this should be 

implemented with regard to their own service; and to attend necessary training in 

this regard. 

• To support the development and maintenance of a Total Communication 

environment.  

• To ascertain the support and training needs of staff / individual communication 

partners and make appropriate referral for training to the Training Department.  

• To make appropriate referrals for Speech and Language Therapy input with regard 

to individual service user communication needs, by using appropriate referral 

procedures.  

• To ensure implementation of recommended communication guidelines; plans; 

strategies.  

 

Speech and Language Therapists as part of Multidisciplinary Team   

• Assessment, diagnosis and intervention / advice / consultation with regard to 

individual’s communication.  

• Design, provision and review of individual communication plans / programmes.  

• Appropriate onward referral, with individual’s consent, to other team members or 

agencies.  

• Apply current best practice which is evidence based and supports positive 

communication outcomes for the individual. 

• Provide training in Total Communication  

 

The Lifelong Learning Department supports communication in the following ways:  

• The facilitation of education and training delivery in QQI levels 1 to 3 and in house 

training.   

• Provision of courses and learning support that are relative to the goal, need and 

areas of interest of the person.   

• Some examples of curriculum which support communication are effective 

communication, communications QQI levels 1 to 3 and creative communications.   

• Support is provided to adults to identify and reflect on their learning style and the 

way they receive and express information.  
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• Training programmes and learning support offers different ways to support 

learners to contribute to and demonstrate their learning in the way that they 

communicate.   

• The facilitation of teaching, learning and assessment in line with universal design 

for learning principles. ( https://ahead.ie/udl)  

• Working in collaboration with SLT when exploring modes of communication and 

inclusive teaching, learning and assessment.   

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

https://eur01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fahead.ie%2Fudl&data=04%7C01%7Cdeirdre.walsh%40kare.ie%7C475f54020c9341fcb96608d8bed3d9a2%7C4d03e1908b6c483994b12043076bb561%7C0%7C0%7C637469164383424611%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=haX4guXShKFR3ndlOcurYq%2F%2FaPMo51aTFe4Pz%2FLstKM%3D&reserved=0
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Section 3: Appendices   
Appendix 1 

 
Table 1: 
 

Communication Bill of Rights: 
I have the right: 
 

1. 

 

 

To be able to ask for things 
events and people 

2. 

 

 

 To be offered choices 

3. 

 

To say no 

4. 

 

To communicate and be with 
other people 

5. 

 

To have information about things 
you want to know about 

https://www.photosymbols.com/products/choose-activities4
http://photosym.photosymbols-001.vm.brightbox.net/images?utf8=%E2%9C%93&SearchInput=money
http://photosym.photosymbols-001.vm.brightbox.net/images?utf8=%E2%9C%93&SearchInput=clock
http://www.google.ie/imgres?imgurl=http://db2.stb.s-msn.com/i/F1/1E98C628CDAC5F95C46D458D9B6D_h498_w598_m2.jpg&imgrefurl=http://technology.ie.msn.com/laptops/10-best-affordable-windows-8-laptops-1&h=498&w=640&tbnid=fw_yec7VHKVeBM:&zoom=1&docid=VW7R0jIXAqe1DM&ei=3FZ2U97xIM-I7Aac1wE&tbm=isch&ved=0CHgQMygQMBA&iact=rc&uact=3&dur=518&page=2&start=10&ndsp=20
http://www.google.ie/url?sa=i&rct=j&q=&esrc=s&frm=1&source=images&cd=&cad=rja&uact=8&docid=NRpbs0Vf6mfAkM&tbnid=Jgoc_0xZRlIx_M:&ved=0CAUQjRw&url=http://www.siliconrepublic.com/comms/item/18124-bus-ireann-trials-free-wi&ei=NL93U_ObEqnH7Ab7pICIDw&bvm=bv.66917471,d.ZGU&psig=AFQjCNEdkYPNII7bSQ_Edn_TjoZNtzSBUw&ust=1400442976160199
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6. 

 

To have help with 
communication 

7. 

 

To be listened to 

8. 

 

 

To have access to what you 
need to communicate whenever 
you like 
(people might use pictures, tablets 

and mobile phones) 

9. 

 

 

To have people talk to you and 
explain things to you 
To do this in private place if that 
is what you want 
 

10. 

 

To be told about things that are 
happening around you 

11. 

 

To be included when people talk 
about you 

https://www.photosymbols.com/products/lesson-help-2
http://photosym.photosymbols-001.vm.brightbox.net/images?utf8=%E2%9C%93&SearchInput=mobile
http://www.google.ie/imgres?imgurl=http://julialthompson.com/wp-content/uploads/2013/02/planning-board-1024x768.jpg&imgrefurl=http://julialthompson.com/category/projects/&h=768&w=1024&tbnid=PsF1K41WE1vU5M:&zoom=1&docid=0_mC-NiuYoXqKM&ei=T1Z2U9ueBY-u7AbanoGwDA&tbm=isch&ved=0CHAQMygVMBU&iact=rc&uact=3&dur=1512&page=2&start=15&ndsp=21
http://www.google.ie/imgres?imgurl=http://www.behindthesmile.ca/wp-content/uploads/2012/01/CustomComCrds2.jpg&imgrefurl=http://www.behindthesmile.ca/pecs/&h=751&w=926&tbnid=LPjWVLuUMxRzLM:&zoom=1&docid=rf6ae0EG4_yUfM&ei=Ilh2U4iFM_CX7QbsjICIBg&tbm=isch&ved=0CJsBEDMoQDBA&iact=rc&uact=3&dur=1041&page=3&start=44&ndsp=25
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12. 

 

 

To communicate in your own 
way - the way that is right for you  

13.  

                

  
To be social and to build 
relationships  
 
 

14.  

 

 
To say how I feel  
To talk about my opinions and 
what I think 
 

 
15. 

 

 
To dignity and respect 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

https://www.photosymbols.com/collections/meetings/products/question2
https://www.photosymbols.com/collections/meetings/products/manager-irene-1
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Table 2: Why people communicate 
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Table 3: How people communicate 
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Appendix 2 
 

Make it Easy Document – Total Communication - Make it Easy Guide  
 

Appendix 3 
 

Hospital Passport –Click to acces Hospital Passport  
 

Appendix 4 
 

Communication Passport – Total Communication: Communication Passport Template 
 
 
 
  

https://kare365.sharepoint.com/supporting/Health/Open/Forms/AllItems.aspx?id=%2Fsupporting%2FHealth%2FOpen%2FTotal%20Communication%2FMake%20it%20Easy%20Guide%202011%2Epdf&parent=%2Fsupporting%2FHealth%2FOpen%2FTotal%20Communication
https://kare365.sharepoint.com/Pages/Forms.aspx
https://kare365.sharepoint.com/supporting/Health/Open/Forms/AllItems.aspx?id=%2Fsupporting%2FHealth%2FOpen%2FTotal%20Communication%2FCommunication%20Passport%20Template%2Epdf&parent=%2Fsupporting%2FHealth%2FOpen%2FTotal%20Communication
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Appendix 5  
Making plans accessible 
 

Speak with the person and spend time getting to know their 
preferred mode of communication. Use Total Communication 

strategies to support the conversations.
Link with the person s family and support staff to gather more 

information (after checking with the service user)

Consult Life Long 
Learning re: 

learning style of 
the service user 

and literacy skills

Consult SLT re: 
specific 

communication 
recommendations

Follow easy read process from Total Communication Policy 
when creating written documents.

        Try out a range of multimedia resources to support the 
person s understanding and expression (pictures, video, 

objects, lamh, assistive technology etc.).  
Use intensive interaction strategies to understand the 

person s likes and dislikes.

Create the plan together and make sure the person 

understands all of the information presented 

Make sure that the person can easily access their plans

Review

Consult AON and 
more about me 
section of CID
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Appendix 6 
 

Making a referral for changing communication needs 
 

Total Communication Process Map - Draft

Fu
nc

tio
n

Fu
nc

tio
n

Phase

Service User presents with a 
communication need / 

support requested by the 
individual/ support team 

around the person. 

Staff make referral to 
Clinical Supports / Lifelong 

Learning to support the 
individual with their 

communication needs

 
Referral opened by 

relevant department.  
Service user and support 

staff contacted.

Referral accepted?
If no what are the 
next steps – e.g. 

waiting lists? 

Clinician/ Teacher 
organises review with 

the individual and 
relevant others

Training/
interventioncom
mences with the 

individual / 
people around 

the person

Recommendations 
implemented – goal 

created/ support plan 
developed 

Review as required
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Appendix 7 
Environment standards 
 
Total Communication Environment Powerpoint Presentation 

https://kare365.sharepoint.com/supporting/Health/Open/Forms/AllItems.aspx?viewid=e6bd26ea%2D1985%2D488c%2Dbb37%2Dcceee8c5f3f4&id=%2Fsupporting%2FHealth%2FOpen%2FTotal%20Communication

