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Communications 

Presenter
Presentation Notes
This online education course is designed to offer you strategies to improve the effectiveness of your communication abilities.



Agenda 

 Challenges 
 Strategies 

 

Presenter
Presentation Notes
Today’s agenda will discuss the challenges associated with effective communication and strategies to mitigate these challenges.



Challenges 

Presenter
Presentation Notes
We begin this session with a look at why communicating in a healthcare setting is challenging.



Challenges 

 12% of the US population is proficient in health 
literacy 
– Includes all aspects of patient’s healthcare experience 

 Jo Caudrill: “What’s your listening style?”  
– 70% of communications is filtered out or changed by the 

listener 

 Acknowledging and actively working to mitigate 
communication challenges is important 

Presenter
Presentation Notes
Simple statistics are the best indicators of the challenges faced in communication and especially in healthcare.

A study on health literacy by the US Department of Health and Human Services indicated that only 12% of the US population is proficient in health literacy.  Health literacy is not only clinical terminology, health literacy includes all aspects of a patient’s healthcare experience, including health insurance.

Additionally, according to Jo Caudrill, “experts estimate that people filter out or change the intended meaning of what they hear in 70% of communications.”

Communicating in a healthcare environment is challenging.  Acknowledging and actively working to mitigate the communication challenges inherent in healthcare is important for anyone who works in a medical practice.



Strategies 

Presenter
Presentation Notes
The next section will review practical strategies for enhancing communication skills. 



Strategies  

Healthcare 
environment 

requires great 
communication 

Patient should 
understand and 

comprehend 

 
Patient must 

feel 
comfortable 
expressing 
themselves 

Presenter
Presentation Notes
In the healthcare environment, communication with patient’s, and each other, is very important. 
�The strategies we will discuss may help ensure you are communicating in the best way possible in order to help your patient to understand and comprehend the information while also helping them feel they can comfortably express themselves. 



Strategies  

Complexity  
Speed 
Listening 
Body Language 
Useful Statements 
Game Face 
 

Presenter
Presentation Notes
Piece by piece we will review each of the following communication strategies:

Complexity
Speed
Listening
Body Language
Useful Statements
Game Face 



Strategies: Complexity  

Extended study of a 
subject creates 

mastery of that topic  

Mastery may cause 
inability to 

comprehend 
complexity 

Inform the patient 
that information will 
be provided on that 

call 

Pause between 
instructions to 

ensure 
comprehension 

Do not list 
information but 

instead prepare and 
educate the patient  

Presenter
Presentation Notes
Complexity

Once we have been in the same position with a practice or have studied a topic for a while, we naturally become more proficient in our duties and knowledge.  The unfortunate side of this mastery is that we lose the ability to comprehend just how complex our knowledge base is to others.

If a surgery scheduler calls a patient about an upcoming procedure, chances are, that scheduler has listed the pre-procedure information over and over and over.  More than likely, multiple times that day.  However, it is entirely possible it is the first time the patient has ever heard the pre-procedure information.  While the scheduler may not see the list as anything more complex than picking up bread and milk from the store, for the patient it feels like a complex and often lengthy list.

Before giving the patient any sort of information that will require the patient to follow through, be sure to inform the patient that you are getting ready to give them information and ask if they are ready for you to begin.  Some individuals may need a moment to get a pen and paper to take notes.  Rather than rattling off the list as quickly as possible, pause between instructions.  The point of the call is not to simply list the pre-procedure information, but to prepare the patient for the procedure.  This subtle difference in approach radically changes how a conversation proceeds.




Strategies: Speed 

Busy environments 
can cause rushed 

conversation 

Rushed 
conversation may 
be interpreted as 
rude or apathetic 

Rushed 
conversation sends 
a message to not 
interrupt or ask 

questions 

Some patients may 
respond in anger or 

disagreement 

Some patients may 
be uncomfortable 
asking questions 

Presenter
Presentation Notes
Speed

Like many businesses, medical practices are busy environments.  In order to complete the day’s tasks or when the practice is very busy, talking with patients becomes rushed.  A rushed or clipped manner of speaking may be interpreted by the patient that you are rude or apathetic.  This rushed manner of speaking is also employed to give the unspoken message to – not interrupt or ask questions.  Some patients may respond to this manner of speaking by becoming upset, angry or disagreeable.  Others may have critical questions that need to be addressed and do not feel comfortable asking them. 



Strategies: Listening 

Listening can be cut 
in attempt to 

increase efficiency 

Sometimes only 
responses that fit 

the question asked 
are “heard” 

Listening is an 
intellectual response 

to hearing 

Critical information 
can be provided by 

the patient  

Listening to 
understand the 
patient is crucial  

Presenter
Presentation Notes
Listening

Another hazard of speeding through a process is when “corners are cut.”  In communication, listening is typically a corner that gets cut to increase our efficiency in communication.  Again, when we step back and think about what a patient experiences in a medical practice, they are asked a series of questions.  At the front desk the patient is asked questions about insurance and payments and in the clinical area about their symptoms.  A short cut in communication occurs when those interacting with the patient are listening only for the responses that fit the question asked and hear the remaining information.  Hearing is a physical response healthy ears have to sound waves.  Whereas listening is an intellectual response to the sounds waves captured by the ears.  Critical information can be provided by the patient that may not directly correspond to the question.  Listening for the facts to understand the patient is crucial to overcome communication challenges.




Strategies: Body Language  

Mehrabian’s study: 
body language 

accounts for 55% of 
speaker’s message 

Try to be self aware 
of negative signals 

through body 
language 

Subtle 
communication 

blunders should be 
avoided 

Don’t check cell 
phone, have 

apathetic posture or 
pinched 

countenance 

Realistically assess 
how you are 

perceived by others 

Presenter
Presentation Notes
Body Language

Anyone who has attended a communication seminar has more than likely been exposed to Mehrabian’s study on non verbal face to face communication that concluded body language accounts for 55% tone 38% and words 7% for the cumulative impact of a speaker’s message.   More than memorizing the percentages, an individual interested in increasing their communication skills needs to be self aware of any negative signals they may be sending to another person during a conversation.  While most people know that eye rolling, audible, annoyed sighs and the like are communication pariahs, there are other, more subtle, communication blunders that can be off putting.  These more subtle communication blunders include constantly checking a cell phone or watch, apathetic or overly lacked posture, pinched, annoyed countenance or making a patient wait until a social conversation with a coworker or on a cell phone is concluded.  By realistically assessing how we are perceived by others, adjustments can be made to ensure any off-putting behaviors are eliminated.




Strategies: Useful Statements 

Can give you more 
time to think or 

buy time to gather 
information 

Useful statements 
help when patients 
do not understand 

 

Avoid overly 
clinical terms 

Useful statements 
can be simple and 

straight forward 

Practice your 
useful statements 
to sound smooth 

and confident 

Presenter
Presentation Notes
Useful Statements

Perhaps one of the most challenging communications for any working professional is when a patient does not understand what is being asked, challenges what is said or responds defensively or angrily.  For more information on dealing with difficult patients, SVMIC offers courses on this topic.  It can be helpful to have useful statements to give the staff person time to think.  When a patient does not understand what is being said to them, restating the sentence again is typically not helpful.  This may be helpful if the patient did not hear you, but will not be helpful if they did not understand.  In healthcare, staff should be familiar with HIPAA, however, many patients are still learning about the implications.  If a patient does not understand HIPAA, a useful statement may be, “HIPAA is the federal law that protects your healthcare privacy and we are complying with this law to ensure your information is safe.”  Other terms like titrate are foreign to many patients, using overly clinical terms with patients is ineffective unless they too have a clinical background.  When coping with patients who are upset, useful statements can be as simple as, “I’m sorry to hear that, please give me some time to check on ____.”  If you have a statement that a patient made or a situation that you struggled with, ask your coworkers how they would have handled the situation.  For any useful statement, remember to practice so it sounds smooth and confident.  The ability to “buy” a few extra minutes to fully understand the situation or gather more information can help to reduce stressful circumstances.




Strategies: Game Face  

Communication 
can break down 

with negative filters  
Unrealistic to learn 

to like someone  

Try instead to 
listen as though 

you are listening to 
a best friend 

Practice applying a 
positive filter 

toward people  

Eliminate potential 
miscommunication 
simply because of 
personal feelings 

Presenter
Presentation Notes
Game Face

Finally, if most people were to be 100% honest there is probably someone they do not particularly care for.  This may be a patient or coworker.  Communication can break down when we have a negative filter towards these people and interpret their comments in a negative light.  It is unrealistic to simply say, “learn to like them.”  Instead, try listening to the individuals words like you are listening to your best friend.  It takes practice to force yourself to apply a positive filter to people, however, it helps to eliminate potential miscommunications simply because we do not care for another person, for whatever the reason.




Conclusion 

 Communicate with patients like guests in your 
“world” 
– Good communication skills will automatically be 

employed 

 Those unfamiliar with the environment can feel 
overwhelmed or confused 

 Treat patients as a guest rather than just a 
customer 

 Puts the patient at ease and facilitates positive, 
effective communication  
 

Presenter
Presentation Notes
Disney’s tagline, be our guest, has far reaching communication implications for healthcare professionals.  If healthcare professionals communicate with patients like guests in their “world,” the previous strategies are automatically employed.  Think of being a guest in a foreign country, you may not speak the language or understand the customs.  While those who are native to the country are used to the language and customs, those who are visitors can feel overwhelmed and confused.  When someone takes the time to help a guest navigate a strange land, the guest feels more calm. Understanding the challenges that can be faced in communication in the healthcare industry as well as using the strategies discussed in this course will help you to become accustomed to treating patients as guest’s rather than just another customer. Treating patients like guests in healthcare puts the patient at ease and facilitates positive, effective communication in a medical practice.
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