Student Notes Effective Communication
1. Communication:
exchange of information, thoughts, ideas, and feelings 
a. Verbal

i. Spoken words
ii. Written communication
b. Non-verbal 
i. Facial expressions
ii. Body language
iii. touch
c. 3 essential elements:
d. Elements of effective communication:
i.  The message must be clea r(use of terminology by both parties; explaining ______________________________________________________________________________
ii.  The sender must deliver the message in a concise manner _____________________________________________________________________________-
iii. The receiver must be able to hear and receive the message __________________________ hear message; hearing/visual impairments; foreign lang.)
iv.  The receiver must be able to understand the message (attitudes/prejudice; ask question to make sure message is understood)
v.  Interruptions or distractions must be avoided (talking while answering the phone; loud noises, uncomfortable temperature) 
e. Communication process
i. Listening 
ii. Paying attention to and making an effort to hear what the person is saying
iii. Allows you to perceive the entire message that a person is trying to convey
f. Non-verbal communication 
i. Involves use of facial expressions, body language, gestures, eye contact and touch
ii. Health care worker must be aware of both their own and patient’s nonverbal behavior
g. Barriers to communication
i. Physical disabilities 
ii. Psychological 
a. Caused by prejudice, attitudes and personality
2. Ways of dealing w/ terminal illness and/or severe disability

a. Touch 

Cultural Diversity
Recording & Reporting
a. Must record and report all observations while providing care
b. Must listen to what patient is saying, but observe____________________________________________________________
c. Types of observation
Subjective 
a. Cannot be seen or felt
b. Commonly called symptoms
c. Usually statements or complaints made ______________________________
d. Report in exact words
Objective 
a. Can be seen or measured 
b. Commonly called signs
Recording/documentation
a. Written observations must be accurate, concise and complete as ________________________
b. Spelling and grammar should be_________________________
c. Only objective observations should be noted
d. Subjective data that the health care worker feels or ________________________________
e. Errors should be crossed out neatly with a straight line, have “error” recorded by them, and _____________________________________________________________
Military Time clock
a. Facilities use 24-hour clock to reduce confusion in am/pm hours.
b. To change hours simply add 12 to the original hour: 3 + 12 = 15
c. 3:00 pm = __________________ hours
d. Hours from 12:00am – 12:00pm are written as 00:01-1200
Telephone communication
a. Do not give info about staff or _________________________________
b. Place caller on hold if you need to get _____________________________________
c. Follow facility policy on __________________________________________
d. Be cheerful when _________________________ a caller
e. Identify your_____________________________________
f. Identify yourself and ______________________________________
g. Listen closely to caller’s___________________________________
h. Get telephone number
i. Say “thank you” and “good-bye”
Guidelines for communication
a. Make sure hearing aids _____________________________________
b. Reduce noise in ____________________________________
c. Get resident’s attention _____________________________________
d. Speak slow, clear and in good lighting
e. Directly __________________________________
f. Do not ____________
g. Lower pitch of your voice
h. Do not chew gum
i. Keep hands __________________________________
j. Repeat using different words
k. Use picture cards or notepad if needed
l. Don’t get frustrated 
Hearing impairment-
Vision impairment-
Stroke & communication
occurs when a clot or a ruptured blood vessel suddenly cuts off blood supply to the brain
a. Depends on severity of stroke 

Combative resident
can result from disease process affecting the brain, frustration, or part of personality 
Angry behavior
Disease  process, fears, pain and loneliness 
Inappropriate Behavior
Includes sexual advances and comments; residents removing clothes or touching themselves (Illness, dementia, confusion and medication) 
