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Communication & Nursing Practice

· “Is a process in which people affect one another through the exchange of information, ideas and feelings.”       

· Part of the ART of Nursing; Involved in every aspect of Nursing.

· Need to develop communication skills that are therapeutic and professional.

Communication & Interpersonal Relationships

· Think of your first interaction with a new classmate.

· How was it different from what it will be with a client?

Communication & Interpersonal Relationships

· Responsibility lies with professional

· Specific purpose, goal directed: Future-driven and oriented.

· Behavior based on professional role

· Non judgmental but does challenge problems

· Communication can result in good and bad.

Communication & Interpersonal Relationships

· Self-disclosure purposeful

· Control shared

· Ending anticipated

Communication & Interpersonal Relationships

· Confidentiality

· Courtesy

· Use of Names

· Respect autonomy

· Recognize impact of development/age on communication

Self Awareness
Value Clarification

· What are your beliefs in these areas?

· How might those beliefs impact your therapeutic interactions

· Politics

· Child Raising

· Reaction to pain

· Participation on health care

· Participation in religion

· Value of education

Boundaries

· Invisible line between what is allowed in a relationship and what is not.

_____________________________________

· Boundaries are also Physical.

Boundaries

· What does society and our profession allow or expect nurses to do?

· How do we show respect of client boundaries?

· How can we ask clients to respect our boundaries?

Caring

· Ability to feel concern for another

· Warmth

· Kindness

· Compassion,

· Concern

· Interest

Caring

· Other Components of Caring Relationship

· Unconditional acceptance

· Respect

· Empathy

· Autonomy

· Authenticity

· Trust

Phases in Nurse Client Relationship

· Preinteraction

· Orientation

· Working

· Termination

Phases in Nurse Client Relationship

· Preinteraction

· Orientation

· Working

· Termination

· How do these Phases occur in a short, episodic visit (ED) or time with client in hospital?

Therapeutic Communication

· Therapeutic use of self to achieve therapeutic goals

· What we say and how and where we say it DOES MATTER

Levels of Communication

· Intrapersonal

· Interpersonal

· Transpersonal 

· Small group

· Public

Goals of Communication

· Teaching

· Transmitting information

· Facilitating expression of feeling

· Alleviating anxiety and fear

Goals of Communication

· Facilitating problem solving

· Asserting a point of view

·             "I" statements

Goals of Communication

· Therapeutic interactions most often have more than one goal

Goals of Communication

· For optimal effectiveness 

· Goals of communication are the same for client and nurse

Basic Elements of the Communication Process: Environment

· Setting or circumstances in which interaction occurs

· Physical setting: Provides physical and emotional safety and comfort

· Time

· Individual qualities and past experiences of each participant

Basic Elements of the Communication Process: Environment

· How can environment impact communication? 

· How can we alter the environment to promote communication?

Distance

· Intimate (0-18”)

· Personal (18”- 4’)

· Social (4’-12’)

· Public (>12’)

Zones of Touch

· Social zone

· Consent zone

· Vulnerable zone

· Intimate zone

Communication Process

               Referrent 

Channel

· Sender         Message   

· Receiver

Active Listening

· “Listening attentively with one’s whole being.”

· 
- face the client at a distance of three feet

·       - physical appearance speaks!

· 
- remove any physical barriers

· 
- maintain eye contact

· 
- relaxed posture, sit quietly

· 
- lean forward slightly

· 
- acknowledge points

Tools for Enhancing Communication

· Broad opening statements

· Reflection

· Restating

Implementing Communication

· Reflecting feelings

· Focusing

· Goal identification

· Sharing observations

Implementing Communication

· Silence

· Sharing empathy

· Hope

· Humor

· Informing

· Summarizing

Forms of Communication: 
Non-Verbal

· Non Verbal Communication

· Facial Expression

· Touch

· Position

· Posture

· Gestures

Forms of Communication: 
Non-Verbal

· Paralanguage:

· 
grunts, inflection, sighs, pauses

Sample Conversation # 1

· Client: “I can't possibly do all these things I am being told to do for my diabetes”

· Nurse: “You sound overwhelmed”

· Client: “It is just so much. I do not know where to start”

Sample Conversation

· Nurse: “It is a lot. What is your biggest concern?”

· Client: “I think it is the diet. I cook for my whole family and they don't like healthy food.”

· Nurse: “Let's start with that. Let’s review what you have for a typical dinner.”

Sample Conversation

· While facilitating expression of feelings, the nurse is helping to alleviate fear and teach and model problem solving

Facilitative Dimensions
in Therapeutic Communication

· Empathy

· Respect

· Warmth

· Genuineness

Facilitative Dimensions in Therapeutic Communication

· Confrontation

· Self Disclosure (appropriate)

· Immediacy Behaviors

Facilitative Dimensions-Responses

· Level 1

· Non responsive

· Ignore client statement

· Derogatory

· Damaging

Communication Examples Level 1 
(NOT Good)

· Patient:

· “The harder I try to get along with my son, the more I feel he just wants to be left alone”

· Nurse: 

· “He’s making it plain how he feels. Why not just accept that?”

Communication Levels

· Level 2

· Communicates a partial awareness of surface feelings; takes no action

Communication Examples Level 2 
(Not Therapeutic)

· Patient:

· “The harder I try to get along with my son, the more I feel he just wants to be left alone“

· Nurse:

· “That’s a shame”

Facilitative Dimensions-Responses

· Level 3

· Takes action and clearly reflects surface and underlying feelings

Communication Examples Level 3 (Good)

· Patient:

· “The harder I try to get along with my son, the more I feel he just wants to be left alone”

· Nurse:

· “It must be hard for you to reach out and have him reject you”

Communication Examples Level 1 
(NOT Good)

· Patient:

· “That other nurse never even said good morning, just “turn over for your shot.”

· Nurse:

· “You should have given her a piece of your mind.”

Communication Examples Level 2 
(Not Therapeutic)

· Patient:

· “That other nurse never even said good morning, just “turn over for your shot.”
· Nurse:

· “A nurse actually did that to you?”

Communication Examples Level 3 (Good)

· Patient:

· “That other nurse never even said good morning, just “turn over for your shot.”

· Nurse:

· “It really upset you to be treated like that. I am here if you want to discuss it.”

Communication Examples Level 1 
(NOT Good)

· Patient

· “I am really worried about that CT scan. Is it painful?”

· Nurse:

· “They are just a piece of cake. Over in no time.”

Communication Examples Level 2 
(Not Therapeutic)

· Patient:

· “I am really worried about that CT scan. Is it painful?”

· Nurse:

· Yes, it can be scary

Facilitative Dimensions-Responses

· Patient:

· “I am really worried about that CT scan. Is it painful?”

· Nurse:

· “There is no pain. Some patients say they are uncomfortable when they have to lie still for several minutes. What have you heard?”

Facilitative Dimensions -Responses

· Goal:

· Mostly Level 3

· Few Level 2

· NO LEVEL 1!
Blocks to Effective Communication

· Failure to listen

· Failure to follow up

· Failure to seek clarification

· Rigid use of standard forms (e.g. for history)

Blocks to Effective Communication

· Yes no questions

· “Why?” questions

· Being judgmental

· Giving false reassurance

· Defending

Blocks to Effective Communication

· Giving advice

· Using clichés

· Changing topics

· Expecting or leading to an answer

· “You don’t smoke, do you?”

· “Your cholesterol is under control, right?

Assignment

· Work with your CNC group to develop level 1, 2, and 3 responses to one set of client statements. Do several client/ nurse exchanges

· We will discuss in class

Assignment: Parramore

· Client’s adult daughter: “My mother is so scared. The nurses are no help since they don’t speak Spanish.”

Assignment: Apopka

· Client:  “I know I should eat better, but it costs so much to buy the right food.”
Assignment: Pine Hills

· Hospitalized Client: “What do you mean I have to take these pills. I thought I had all my pills this morning?”

Assignment: Bithlo

· Parent:  “I don’t know why the dentist gets upset with cavities in my three year-old’s teeth.  They’re just baby teeth.”
Assignment: Sanford

· Mother of 2 year old: “I get so frustrated. My two year old just wouldn’t do anything I say.”

Assignment: Winter Park

· Mother of 13 year old: “I can’t get my daughter to stop sneaking out to see her boyfriend at night.”
Assignment: Engelwood

· Client: “I know I should be exercising but I am just so tired when I get home from work.”

Assignment: Oakridge

· Client: “The nurse doesn’t seem to understand why I can’t check my blood sugar every day like he says I should.”

Assignment: Casselberry

· Client: “I don’t want to stop drinking beer. Besides, it’s football season and I can’t watch football without drinking beer.”
Assignment: Little Egypt

· Client: “I know I should see my doctor about the wound on my foot. But I don’t like going to the doctor.”
Assignment: Daytona Beach

· Client: “What do you mean I can’t eat ice cream every night? I love ice cream!”
Assignment

· Reports and Discussion
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