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Communication Errors

e Especially common in hospitals, where
patients are cared for by a team of doctors,
nurses, and ancillary and surgical staff.

* Can happen in offices and small clinics.

* |f medical personnel do not maintain an open
line of communication, errors can occur.



Communication Errors

¢ Communication errors can have a significant
impact on the type of care that a patient receives
and their ultimate well-being.

e Hospital communication errors can lead to:
— Onset of a new injury or illness
— Worsened severity of a current illness or injury
— Need for more invasive advanced medical treatment
— Death



Clinician-Patient Communication

* Both parties must ensure that any communicated
information has been understood.

* Poor communication causes misunderstandings
about medications and follow-up instructions,
resulting in patient harm.

* Poor communication can result in inadequate
informed consent, and lead to lawsuits.



Barriers to Communication

Physician to Patient
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* Providers often use technical medical terms

 May intimidate patient

e Risk mis-understanding or
non-understanding

e Creates real authority and
communication barriers
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Use of Negatives

When Asian patients are asked the question:
“You haven't taken your medications yet today?”

* |n most Asian language grammars, the accurate
answer would be YES, because the statement

would be correct.

 The physician will then get the incorrect idea that
the patient IS taking the medication.



Other Englishes

7

* In England, S. Africa & Australia, the word “fanny’
is a derogatory term for a woman’s genitals:

— A British female patient was shocked when told that
she would get a shot in the fanny

— Imagine the confusion of a British male patient!

* |n Dutch, douche means shower; in US, itis a
form of personal feminine hygiene.

— An American woman was surprised when her Dutch
nurse told her it was time for a douche!



Other Englishes

* During birth control class, the instructor referred
to a condom as a rubber.

* British patients could not understand how to use
an eraser for birth control (in Queen’s English, a
rubber is an eraser).

* |In the deaf culture, positive is good; John was told
in sign language that his HIV test was positive,
and he was happy, because he thought the test
was good, so that he didn’t have the disease.



Other Cultures

Orientals, in general, consider it disrespectful to
contradict or say NO to an authority figure.

A Chinese patient was told that her gall bladder
operation was scheduled for Tuesday, and she agreed.

She never showed up.

She never agreed to the surgery, she said YES just to
not contradict the Doctor.



Family members, especially minors, should not be used
* Provide short, easy sentences
e Use phone apps with caution, avoid ChatGtp

* Video services are better, but still not optimal
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* One-third of physicians in US are IMGs.

* Mispronunciations may cause erroneous
interpretations of provider’s advice or orders.

e Patients may completely misunderstand the
practitioner’s statements.

e Miscommunication of medications or procedures
may cause errors in the treatment.
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Provider’s Accent

 Doctors with accents are perceived as less
competent than their peers.

* |n a study, some participants heard a doctor with
a Chinese accent, while others heard a doctor
with a Canadian accent.

* Both groups rated the doctor with a Chinese
accent as less competent than the doctor with a
Canadian accent.



Provider’s Accent

 People sometimes assume that a person who speaks
with a foreign accent possesses negative traits and
personality characteristics.

 |f a doctor was delivering either good or bad news
about the patient’s cholesterol levels or cancer, a
Chinese-accented doctor’s competence was judged
more negatively than the Canadian-accented doctor.

 Both doctors were deemed less competent when
delivering bad news than good news.
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TOOLS to IMPROVE
PATIENT EXPERIENCE



Ask Me 3

* Tool created by the National Patient
Safety Foundation, as an effective
way for patients to actively
participate in their doctor
appointments.

* The goal of this tool is for patients to
understand the answers to the
following questions:

— What is my main problem?
— What do | need to do?
— Why is it important for me to do this?
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AWARE Model

to Improve Patient’s Experience

Ask if there is

Announce presence Welcome the it (e et

and identify self patient and smile
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B.A.T.H.E. Protocol

andling roubles
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BATHE Protocol
e Background: What’s going on in your life?
e Affect: How do you feel about that?
* Trouble: What troubles you most about this?
* Handling: How are you handling that?

 Empathy: That must be very difficult for you.



Patient Interruptions

* |n 29 FP offices, at the start of a visit, physicians typically
interrupted patients and redirected their opening statements after
an average of 23 seconds.

* Once redirected, patients rarely return to their list of concerns,
leaving unvoiced items that never get addressed during the visit:

— worries about a possible diagnosis and what the future holds
— patients' ideas about what is wrong

— medication side effects

— not wanting a prescription

— information relating to social context



Communication Errors
Complications
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Questions? 2
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Health Literacy

e |tis difficult to separate evidence-based
information, especially online, from
misleading ads and gimmicks.

* There are also challenges in understanding
how to select insurance plans and benefits.

e Communicating “risk” in an effective and fair
way is a challenge for provider and patient.



Level
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Sample tasks

Sign name
Find a country in short article
Find expiration date on license

Locate one piece of information in a sports article

Enter background information on a Social Security
application

Find intersection on street map

Locate two pieces of information in a sports article

Write a brief letter explaining an error on a credit card bill
Enter information into an automobile maintenance record

Identify information from a bar graph

State in writing an argument made in a lengthy
newspaper article

Explain difference between two types of employee benefits

Compare two metaphors used in a poem

Summarize the way lawyers may challenge
prospective jurors

Compare approaches stated in a narrative on growing up

Use table comparing credit cards to write about
differences between them
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Significance

e Functionally
illiterate

e Unable to perform
level 2 tasks

e Marginally literate

e Unable to perform
level 3 tasks

. e Functionally literate

e Unable to perform
level 4 tasks

e Functionally literate

e Unable to perform
level 5 tasks

e High-level literacy

Kirsch et al, 1993
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Incomplete/inaccurately filled registration
forms

Noncompliance with medication regimens

Lack of follow-through with tests/referrals

Say they are taking meds, but treatment
results not as expected

Unable to name, identify, or explain timing
or purpose of medications
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