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Communication
Transfer of information
Meaningful to those involved.
Messages generated and sent.
Received and translated by
another person.

The meaning generated by the
receiver can be different from the
sender’s intended message.




The communication
process between health
professionals and patients
serves four primary
functions.
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Establishing an ongoing

relationship between the
professional and the patient

Exchange of information to assess
a patient’s health condition

Implement treatment of medical

problems

Evaluate the effects of treatment
on a patient’s quality of life.




Understand the illness
experience of the patient

To meet mutually
understood goals of
therapy

Develop self-
awareness of
personal effects on
patients

The healthcare professional
must be able to

build a therapeutic alliance
with patients

Perceive each patient’s
experience as unique and
foster a more egalitarian
relationship with patients
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“The doctor will see you now —
I can't promise that he'll talk
to you, but he'll see you.™




Interpersonal communication
is the transmission and
reception of verbal and non-
verbal messages between
people.

Listening is an ability which

effectively enhances the
communication process.
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THE FOOD TASTES LIKE CARDBOARD,
IT'S WAY TOO NOISY IN HERE... AND
WHEN CAN | SEE A REAL DOCTOR!!??

Llstgnlng tech.nlques for the g roe
patient interview process L2ello, :955
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» Stop talking. You can’t listen while you are
talking.

Get rid of distractions.

* Use eye contact to show you are listening.

React to ideas rather than the person.

Read nonverbal messages.

* Provide feedback to clarify the message. This
shows that you listen and are trying to
understand.




Non-verbal communication

COF COMBMUNICATION

15 BODY LANGUAGE...

“




As a physician,
you must
recognize that
interpersonal
communication

is a lot more
than just
speaking to
others or giving
a prescription.

THE REFERENCE HUMAN GENOME
STARTS WITH THE BASE "G

AND A8 You SEE HERE, YoOuRS
STARTS WITH “"C7.

D1 MY GOD
I'M GONNA

{
DIE///
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Interactive communication Empathy




What's
wrong

with me
Doctor?

| have NO idea'!

That information
comes within
doctor-patient

confidentiality.

Interactive communication involves
dialogue with patients involving health
condition or treatment. Patients are
engaged in conversation so practical
matters are covered by the doctor.




L T
T think you'll find E’g
I'm one of the most |
‘empathetic doctors

| Empathy is the ability to see the world
through another person’s eyes and perceive
his or her emotions.
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Sométhing we need
to keep an eye on!

The meaning of the message is
influenced by the receiver’s
perception of the message.







Copyright @2013 R.J. Romero.

"For your privacy, is it okay To discuss
the test results for your incontinence
problem in front of your visitors?"



Semantics is an example of

a psychological barrier.
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* Words only contain meaning in
terms of people’s reactions to them.

* Words can also have multiple
meanings.

* Effective patient communication
requires the use of words that are
carefully chosen.

 Jargon should be clearly defined or
avoided.

So the epithelial cells recovered by the fineroptic
branschoscopy suggests that your phosphotyrosine
levels are higher than expected which G:pag¥iamthaaisy
appropriateness of your current asthma freatment
..what do YOU think?






ACTUALLY, TM NOT \\  /“THATS OKAY.TM
ADOCIOR TM | ( NOT THE PATIENT,

THE HEALTI
ADMINISTRATOR,







Because of its complexity and human
involvement, is a fragile process

Messages become helpful to the patient only
when they are accurately received and understood

If messages are distorted or incorrect, they could

be harmful to the patient and prevent a positive
patient outcome

WILL | BE OK » .
7 THe DIAGNOSIS FROM )
THE DOCTOR HAS BEEN
HAMDWRITTEN THEN

FAXED,. WHO wWOuLD
ErOLI 2




"WHEN I SAID YOU COULD TELL ME ANYTHING, | DIDN'T
MEAN THAT YOU THINK I'M LOSING MY HAIR!"

To conduct a more efficient
patient interview

* Avoid making recommendations during the information-gathering
phases of the interview

* Do not jump to conclusions or rapid solutions without hearing the
facts.

* Do not shift from one subject to another until each subject has
been followed through.

Guide the interview using a combination of open ended and closed
ended questions.

Keep your goals clearly in mind, but do not let them dominate how
you go about the interview.
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CAAAIIIGGGHHH ...So would that be a ‘yes’ to +he
question ‘1 believe my needs atre understood’?®
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[FIRST T MUST WARN Yov THAT
ANSTHING You BAY MAY BE Takin
"'\ Dol ANe USED To ASNIST Yeu,




Patients must not only know key points of
information about their medication but
also perform specific behaviors (taking

medication at certain time, using an
inhaler properly, etc) to optimize
therapeutic outcomes.

m

Doctors must assess patient
knowledge about medication and
educate them regarding essential

information.



The Elderly
[ THE DOCTOR SR | ",!-;:F_l:ﬁ_”ﬁph_ ) Terminally ill patients
B |2 S
TN (:;a Patients with AIDS or Diseases

VLT WON'T WORKL
. with social taboo

Patients who are mentally ill
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" TM THE ONE WITH THE MEDICAL DEGREE, T'10 DETERMIME
IF YouR BACK 15 BOTHERING You, oR MaT,, [



