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COMMUNICATION: This includes verbal and non-verbal communication such as signs, 
symbols, pictures, writing, objects of reference, human and technical aids, eye contact, 
body language and touch. Communication may take place face to face, by telephone, 
email, text, via social networks, written reports and letters.

CONTINUING PROFESSIONAL DEVELOPMENT: This is the way in which a worker 
continues to learn and develop throughout their career, keeping their skills and knowledge 
up to date and ensuring they can work safely and effectively.

DILEMMA: A difficult situation or problem where there are conflicting concerns.

DIVERSITY: Celebrating differences and valuing everyone. Diversity encompasses visible 
and non-visible individual differences and is about respecting those differences.

DUTY OF CARE: Your duty of care means that you must aim to provide high quality care 
to the best of your ability and say if there are any reasons why you may be unable to do 
so.

EQUALITY: Being equal in status, rights, and opportunities.

FUNCTIONAL LEVEL: (in relation to workers) The essential elements of literacy, 
numeracy and communication skills you need to perform your work confidently and 
effectively.

HANDLING COMMENTS AND COMPLAINTS: This includes recording them.

HARM: Harm includes ill treatment (including sexual abuse, exploitation and forms of 
ill treatment which are not physical); the impairment of health (physical or mental) or 
development (physical, intellectual, emotional, social or behavioural); self-harm and 
neglect; unlawful conduct which adversely affects a person’s property, rights or interests 
(for example, financial abuse).

HEALTH AND SAFETY: This applies to the safety of yourself, your colleagues and the 
people you support.

HEALTHCARE TASKS: These include any clinical procedures carried out as part of a 
care or support plan, for example those relating to stoma care, catheter or injections.

INCLUSION: Ensuring that people are treated equally and fairly and are included as part 
of society.

DUTY OF CARE: 
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MANAGING RISK: Supporting individuals to exercise their choices and rights, recognising 
the balance between managing risk and enabling independence, choice and control.

MOVING AND ASSISTING: This is often referred to as ‘moving and handling’ in health 
and ‘moving and positioning’ in social care.

NEEDS: Assessed needs can include a variety of physical, mental health, emotional, 
social, spiritual, communication, learning, support or care needs. OTHERS: For example, 
your own colleagues and other professionals across health and social care. 

OTHERS: For example, your own colleagues and other professionals across health and 
social care.

PERSONAL DEVELOPMENT PLAN: Yours may have a different name, but it will record 
information such as agreed objectives for development, proposed activities to meet those 
objectives and timescales for review.

PERSON CENTRED VALUES: These include individuality, independence, privacy, 
partnership, choice, dignity, respect and rights.

REFLECT: This is the process of thinking about every aspect of your work, including 
identifying how and where it could be improved.

REPORTING: This includes the recording of adverse events, incidents, confrontations, 
errors and issues.

SECURE SYSTEMS: This includes both manual and electronic systems.

SELF-CARE: This refers to the practices undertaken by people towards maintaining 
health and wellbeing and managing their own care needs. It has been defined as: “the 
actions people take for themselves, their children and their families to stay fit and maintain 
good physical and mental health; meet social and psychological needs; prevent illness 
or accidents; care for minor ailments and long-term conditions; and maintain health and 
wellbeing after an acute illness or discharge from hospital.” (Self care – A real choice:  
Self care support – A practical option, published by Department of Health, 2005  
(reviewed 2013).

SERVICES: Services may include translation, interpreting, speech and language therapy 
and advocacy services, as well as social care and health services. 

SOURCES OF SUPPORT: (for workers) These may include formal or informal support, 
supervision and appraisal.

STANDARDS: These may include codes of conduct and practice, regulations, registration 
requirement (quality standards), National Occupational Standards and the Human Rights 
Act.



THE CARE CERTIFICATE WORKBOOK GLOSSARY

4

STRESS: While stress can have positive as well as negative effects, but in this document 
the word is used to refer to negative stress.

WELLBEING: A person’s wellbeing may include their sense of hope, confidence and self-
esteem, their ability to communicate their wants and needs, to make contact with others, to 
show warmth and affection, and to experience and show pleasure or enjoyment.

WHISTLEBLOWING: Whistleblowing is when a worker reports suspected wrongdoing at 
work. Officially this is called ‘making a disclosure in the public interest’ and may sometimes 
be referred to as ‘escalating concerns.’ You must report things that you feel are not right, 
are illegal or if anyone at work is neglecting their duties. This includes when someone’s 
health and safety is in danger; damage to the environment; a criminal offence; that the 
company is not obeying the law (like not having the right insurance); or covering up 
wrongdoing.


