Effective Use of
gmunication Strategies
yspital Care :
on Skills &

stomers

DiisiMyorSett hwe
MiB:,B.S: MEP:HE M H:Roll:



at 1Is Communication?




Communication is

f sharing feeling, knowledge,

tween individual or group.

Ing and receiving

of verbal and
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Communication Goals

behaviour



ommunication Strategies

Message



Message Should be?



Total impact of a message

al (words)
ume, pitch, rhythm, etc)

ts (mostly facial



ffective communication — combined

ny of verbal and non verbal

Ication-



Communication Approaches

tion and Community



Methods

y meeting with health providers
patients / patient attendance

sion ( or) Interpersonal

lents / patient



The Communication Process

Encoding I Channel I Decoding

Message Message

Sender Receilver
Noise

1

Feedback




Communication Barriers

Filtering

Yol ...

Apprehension

_/ B, Perception
938
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Information
Language "" Overload

Emotions




@ Constrain emotions
® Watch nonverbal cues
® Use feedback
@ Simplify language

@ Listen actively




Active
Listening Skills

Acceptance



Strategic Communication

Communication

Plan goals, targets,
persuasive strategy, channels,

behavior l

Management

IN: personnel, resources,
le, integration with




Interpersonal
ymmunication
PC)
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COMPONENTS OF INTERPERSONAL

tion



Examples of Barriers to IP
Communication



IMPORTANT TIPS ON
TERPERSONAL RELATIONSHIP

HIS NAME AND RELATED INFORMATION
D SIDE AND GIVE EMPATHY

NDA OR TRY TO TAKE



IMPORTANT TIPS ON
TERPERSONAL RELATIONSHIP

SPIRATION, EXPECT THE BEST

MISE DO NOT MAKE FALSE
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Success for YOU...

new global and diverse
glace requires

nication skills!



HOW TO WIN THE
ULT CUSTOMERS



‘Nobody goes to a doctor with just a
symptom. They go with /deas about
the symptom, with concerns about

the symptom and with expectations

relate to the symptom




Common types of difficult
patients

don’t get well



Cont.

ISsistic personality disorder

“too much time”).



A Conversation Is...

iIch allows two or more people to

move toward a

/Ituation and/or



The Communication Process

2 engine at the heart of every conversation. Speaker and
2 play active roles.

* My thought is...
« I'd like to see...
* My experience is...



Nobody likes a confrontation
with an anger person

ave the right to

e anger?



Type of responses

2sponses
hostile response

DNSE




Handling Stress Reactions

. send your message

reactions & deescalate the stress reaction



De-Escalation Process

Clarify

Restate
&
Cushion

*
Draw Out
= Hidden
Issues

Respond

Isolate
Primary
Issue



our Type of Behavioural Style



Managing the situation

our own emotions and own style

understand the patient’s

Ir styles



patient is as frightened as you are.

ient think it iIs more serious than you

but understand what Is
plies both to the



Three Important Things



What is Flexing?

s adapting consciously.



Why Flex?

the world not as 1t Is, but as

-S. Covey

to see more and

their very



Flexing result in-

flex to meet the style of the
open a new door to

nd cooperation.”
(repeat daily)

mmunication

to



How to Flex

ize their style



Reflection

Istening

eard and have interpreted



ensure



Listening and Responding Skills
(cont.)

stions to improve clarity of

t and share feelings



Avoid Pitfalls

le IS observable behaviour

otive or personality

egardless of style



Steps to Enhance
Communication Skills

recision and directness.
abulary.

e for listening.



Steps to Enhance
munication Skills (cont.;

le yourself, not through others.

overload.



Summary

ith difficult people by
ng your style

hers’ styles



Developing
lation Skills For
Conflict



Use Cognitive Conflict

1t about
aches




Avoid Affective Conflict

@ Personal antagonism
fueled by differences
of opinion

ctive to group
ance and



How Can We Keep Conflict
Cognitive?

pproach



Introduction to
Negotiation

Rocky Mountain News 9D

¥

WHINING IS THE g% |
SAME THING A5 ' -
NEGOTATING.RGHT? /-
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Interpersonal Skills
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"This concludes my lecture on non-verbal
communication. Any comments or questions?”



Interpersonal Skills

Interpersonal skills require that
- we are aware of our behaviour

and of our counterparts in the
negotiations

The five basic styles of
behaviour gives an indication
of how people react and
respond to situations



Interpersonal Skills

other style, and no one

{.’(I\nﬂ t’\‘ No one style is superior to the
(\ Y .
person can be all five styles.

To improve your negotiation,
know who and how to deal
with the various people, and
who you are



Interpersonal Skills

dislikes conflict

fair-minded people interested In



Interpersonal Skills

e of ten people at a conference

son sitting across from one

and says “I will

son who can



Interpersonal Skills

says | don’t want to play, look foolish

. both offering 500 L, starts running to

her side, negotiates later
other person move

md each others



Group Activity

minutes within your small
Instorm a list of the 5-7
| negotiators need.

he reason why
you as a






Steps of Negotiation




(1) Planning

reason

»

opposer



Planning Cot;

my
interests



Planning Cont;

standards

»

interests

common
iInterests

other



(2) Setting Goals and
Objectives

e Specific
e Measurable
e Achievable
e Challenging

e Compatible



Categories of Negotiation
Goals

goals



(3) Opening Position



Opening Position Cont;

Outline Your
Opening



Opening Position Cont;

This Position Is
Realistic



(4) Bargaining

"You DID ask for a bigger pay packet"



Bargaining Cont;

Define your range

Start

Target

Walkaway

Consider: your alternatives



(5) Agreement and
Close

Daper and agree on the



uestioning Techniques

estion IS one that
Il response

e that can



annot shake hands with a clenched fist.
Indira Gandhi



Y Question?



