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Engaging with Patients and Carers

Objectives:
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Understand the ways in which patients and carers can be involved as
partners in health care, both in:
a. Preventing harm.
b. Learning and healing from an adverse event.
Understand basic communication techniques.
Learn informed consent procedures.
Recognize the basics of open disclosure.
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Engaging with Patients and Carers

1. Knowledge Requirements:

Basic .
oL Informed consent The basics of open
communication .
. procedures. disclosure.
techniques.

Communicate effectively.

Actively encourage patients )
and carers to share Describe & understand the

information. basic steps in an open
disclosure process.

Show empathy, hon'esty 2. Performance Appl}/ pgtie!“lt engagement
and respect for patients > thinking in all clinical

and carers. Requir ements: activities.

Demonstrate ability to

Show respect for cultural recogpize the place of
and religious differences. patient and carer
engagement in good clinical
management.

Obtain informed consent.

Gaining an Informed Consent

“What Information Do Patients Need?”

The Diagnosis The degree of Risks involved in
uncertainty in the treatment
the diagnosis

The benefits of the treatment
and the risks of not having
the treatment

Information on
recovery time

2

Name, position, qualifications and
experience of health workers who are
providing the care and treatment

Availability and costs of any service
| required after discharge from hospital




Aiding Good Communication “SEGUE Framework”

. . . nderstand
licit ive . nd The
etllne Stage Information Information The Patient's Encounter
Perspective

¥ 1

Aiding Good Communication “Cultural Competence”

Understand that people have different ways of
interpreting the world

Understand cultural differences

Know that cultural beliefs impact on health

Know one’s own cultural values

Be willing to fit in with the patient’s cultural or
ethnic background

Patient Role in Minimizing Adverse Events

46% were very

- 8% of patients were Patients want to - uncomfortable about

- comfortable asking about : be involved in . asking health-care workers
- amedication’s purpose. - their health care - whether they had washed
' ' (depending on which their hands. :

tasks):



Used to guide in communicating bad news in “end-of-life” situations, but may also

be used more generally.

SETTING PERCEPTION INVITATION KNOWLEDGE
Sharpen vour Pay attention Invite the
Iistenr?ng Zkills to patient patient to Know the facts

perceptions discuss details

EMPATHY  STRATEGY & SUMMARY
Explore Strategize next
emotions and steps with
deliver patient or
empathy family

Informing patients and their families of bad outcomes of health-care
treatment, as distinguished from bad outcomes that are expected from

the disease or injury being treated.

Open timely communication.

Acknowledgment of the incident.

Expression of regret/apology.

Recognition of the reasonable expectations of the
patient and the caregiver.

Support for staff.

Confidentiality.



Harvard Framework for Disclosure

Initiating  Presenting Actively Acknowledging Concluding b tati
Conversation theFact listening Wwhatyou have the ocumentauon

heard Conversation

Preparing

Flow Diagram of The Open Disclosure Process
< <&

(Don’t even bother) Reading

FLOW DIAGRAM OF THE OPEN

DISCLOSURE PROCESS

¥OC ! general level or high
imr : level response

Incident is recorded in
patients health care
record

yes

requires a high level
response?

Has the
incident escalated — neic

The process continues and
includes documentation in the
Heaith Care Record and 1IMS
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