Topics 
· The basics of communication skills

· The barriers of communication

· Active listening and Basic

· Empathy – verbal / non-verbal skills

· How to improve communication skill

What is it?

· The cornerstone of good medical practice

· One of three central elements of the doctor-patient relationship

· Communication 

· Continuity of care

Objectives of communication

· Physician must be able to demonstrate interpersonal and communication skills that result in effective information exchange and teaming with patients, their families and professional associates.

Physicians are expected to:

· Create and sustain in a therapeutic and ethically sound relationship with patients

· Use effective listening skills and elicit and provide information using effective nonverbal, explanatory, questioning and writing skills 

· Work effectively with others as a member or leader of a health care team or other professional group

Key tasks in communication with patients

Eliciting:

a) The patient’s main problems

b) The patient’s perceptions of these, and 

c) The physical, emotional, and social impact of the patient’s problems on the patient and family

Tailoring information to what the patient wants to know; checking his or her understanding

· Eliciting the patient’s reactions to the information given and his or her main concerns

· Determining how much the patient wants to participate in decision making (when treatment options are available)

· Discussing treatment option so that the patient understands the implications

· Maximizing the chance that the patient will follow agreed decisions about treatment and advice about changes in lifestyle.

Doctor-patient communication

· How do we connect to each other?

· What are the methods?

· What are the outcomes?

Connecting methods:
· History taking

· Examining

· Investigating

· Diagnosing

· Treating 
Outcomes

 Compliance: Two thirds of patients do not adhere to doctor’s advice.

 Complaints:  Most of the dissatisfaction arise from communication problems.

Definition:

Communication simply means the connection of two or more points, to each other by using special methods for purposeful outcomes.

Communication means:

Effectively sending and receiving the message.

Communication is the process of sending and receiving information among people.

Receiver (sender)      Feedback           Sender (receiver)

All messages do not reach the receiver due to “distortion”    

                         Feedback                                                   

Identify the common communication problems that hinder the provision of high quality patient care.
· Patient factors.

· Health team factors.

· Environmental factors.

What causes distortion or the barriers to understanding/ listening?

* Perceptions 



* environment – noise

* Language



* preconceived

* Semantics 



* notions/expectations

* Personal Interests


* wordiness

* Emotions



* attention span

* Inflections 



* speed of thought

What are the common reasons for patients not disclosing problems?

Reasons for patients not disclosing problems
Reasons for patients not disclosing problems
· Belief that nothing can be done

· Reluctance to burden the doctor

· Desire not to seem pathetic or ungrateful

· Concern that it is not legitimate to mention them

· Doctor’s blocking behavior

· Worry that their fears of what is wrong with them will be confirmed

Give three examples of ways to assist patients to express their feelings appropriately?

Seven essential sets of communication tasks

1. build the doctor-patient relationship

2. open the discussion

3. gather information

4. understand the patient’s perspective

5. share information

6. reach agreement on problems and plans

7. provide closure

Describe two ways that body language enhances communication?

Nonverbal communication:

Body language: How we move and how we posture

Facial expressions Gender differences especially in amount of smiling.

Body posture amount of space, relaxed or formal, types of movements, restless or at rest.

Decoding abilities: the ability to figure out other’s feeling based on nonverbal clues.

Touching: who, when, how

We touch others

Personal space: the individual “bubble” around an individual that must not be invaded.

Gaze: where our eyes are during communication

Verbal communication

Talkativeness: how much one talked, how long one holds the floor 

Voice quality:

Intonation, ;pitch, accent.

Content of speech: what we talk about and our vocabularies to do it.

Passive listening:

Message sent (facts and feelings) and not fully acknowledged nor understood.

	· Send message
	· Finds concentration difficult

	· Receives little feedback on message & problem 
	· Has a cluttered mind

	· May be emotional
	· Is one jump ahead

	· May not be thinking clearly
	· Maybe tense with emotion

	· Receives little empathy or help
	· Concerned with reply

	
	· Has a different perception



Identify  the skills necessary for active listening?
Active listening:

· Message sent (fact and feelings) and it is acknowledged and understood.

· Send message 

· Receives feedback

· Becomes relaxed 

· Is able to think more clearly

· Feels empathy of listener

· Is helped to solve problems

· Feels better about self

· Owns problems and solutions

· Makes commitment to solving problem

· Has clear mind

· Interacts with speaker

· Is relaxed 

· Does not make evaluation

· Summarizes facts

· Reflects feeling

· Helps speaker to solve and own problems and solutions

How can we improve our listening skills?

· Eliminate distractions

· Concentrate

· Focus on the speaker

· Maintain an open mind

· Look for nonverbal cues

· Do not react to emotive words

· Ask questions

· Sit so you can see and hear

· Avoid prejudices

· Take notes

· Ask for clarification

The don’ts of listening

· Don’t listen without looking

· Don’t interrupt the speaker

· Don’t allow distraction
· Don’t appear judgmental

· Don’t look bored

· Don’t yawn while listening to the patient

SUMMARY
Communication skills:

· Look 

· Listen 

· Feel 

· Gathering information

· Building relationship

· Explanation

· Shared planning

Gathering information

· Listen to the patients

· Explore the problem

· Questioning style

· Facilitate patient responses

· Identify patients ideas and concern

· Clarification 

Building relationship

· Appropriate non-verbal behavior

· Acceptance of patients views

· Empathy and support

· Sensitivity

· Sharing thoughts

Skills of explanation

· Dialogue verses Monologue

· What information?

· Shared understanding

· Checking

· Summarize 

· Aids 

Planning skills

· Options

· Choices

· Negotiating 

· Acceptance 

· Shared decision making

	Domain
	Effective communication
	Problematic communication

	Courtesy
	Active listening,

Acknowledgement 

Sincerity
	Rudeness 

Patronizing 

	Respect
	Recognition of expertise, 

Recognition of social context,

Empathy, offering information
	Insulting intelligence,

Withholding information,

Discounting,

Failure to appreciate limits of science

	Engagement
	Coaching, 

Teamwork,

Shared decision making
	Dismissing, 
Blocking access,

Distancing 


Learning communication skills
· Early 
· Structured 
· Group 

· One to one

· Audio visual role-play
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