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Every Interaction Matters

Elevating patient care through effective communication, care coordination, and courtesy can
significantly enhance patient experiences and improve scores on the Consumer Assessment of
Healthcare Providers and Systems (CAHPS) survey. Prioritizing patient satisfaction and addressing needs
positively influences outcomes and perceptions of care quality. A commitment to patient-centered care
fosters trust, loyalty, and favorable ratings.

The Impact of Communication on Patient Care

Effective communication between healthcare providers and patients is crucial for positive healthcare
outcomes. Poor communication can lead to medical errors and patient dissatisfaction, while clear and
empathetic interactions foster engagement, adherence to treatment plans, and overall satisfaction. Key
components of effective communication include active listening, empathy, and using plain language to
ensure patients understand their diagnoses and treatment options.

Tips for Quality Communication:

e Treat the Person, Not the Patient

o Address patients by their preferred names and greet them warmly.
o Establish rapport by showing genuine interest in their well-being.

e Utilize Body Language

o Maintain eye contact to convey attentiveness.
o Use compassionate body language, like facing the patient and nodding.
o Avoid defensive gestures that hinder communication.

e Avoid Medical Jargon
o Explain medical terms in plain language.

o Use analogies to clarify complex concepts.
o Encourage patients to ask questions.

e Practice Active Listening
o Focus on patients without interruptions.

o Paraphrase and summarize their concerns to demonstrate understanding.
o Validate their feelings and experiences.

o Empathize and Show Understanding
o Acknowledge patients’ emotions and the impact of their health conditions.

o Validate their experiences to build trust.
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o Encourage Participation
o Involve patients and their caregivers in decision-making.

o Empower them to express preferences and voice concerns.
o Collaborate on personalized care plans that align with their goals.

e Provide Clear Information
o Deliver information in a structured manner to avoid overwhelming patients.

o Break down complex topics and use visual aids for clarity.
o Confirm understanding by asking patients to repeat key points.

e Respect Cultural Differences
o Recognize and adapt to patients’ cultural norms and preferences.
o Seek to understand their backgrounds for competent care.

e Maintain Professionalism and Compassion
o Show empathy and respect for patients’ dignity.

o Maintain confidentiality to create a trusting environment.

e When Using Technology During Appointments
o If using a computer or tablet, explain its purpose to the patient. For example, say, “I may
need to use the computer to look at your history and take notes while we talk, ensuring
we cover all your health needs today.”
e Communicate with CARE

o Connect with empathy: Acknowledge patients' feelings and concerns.

Allow for pause: Give patients space to express themselves fully.

Request questions: Encourage patients to ask questions and express concerns.

Ensure understanding: Confirm patients understand discussions and next steps using the
“Teach Back” method.

e Examples of Communicating with CARE

o “lcan see you’'re feeling anxious about your procedure. What questions can | answer to
help?”

“Your feelings are common, and we’re here to support you.”

“I'hear your frustration, and | want to work together to find the best solution.”

“What are your thoughts on this treatment option?”

“We’ll explore all options to find what’s best for you.”

“Thank you for sharing your concerns; it helps us tailor your care.”
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For any questions, please email ClinicalEngagementTeam@SuperiorHealthPlan.com.
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