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What are they not saying?

Being able to read and observe people is an important aspect of working within a patient centred industry. Examine each of the
following pictures and determine what their body language, facial expressions and posture are communicating to you.
Then choose three pictures and suggest how you could use your communication skills to establish a high level of effective

communication.
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\&’ Ask the right questions

TASK 1:
You are a youth psychologist. Elle, a 16-year-old girl, comes to you and says that she is no longer able to live at
home with her parents.

Create a list of at least five questions you would ask Elle to find out more information. You may find it useful to
create Elle’s responses in order for you to create additional questions to ask her.

TASK 2:

A health services professional such as a massage therapist or chiropractor may ask their patient to complete a
pre-treatment questionnaire/survey that involves rating their pain levels, highlighting areas of concern and

providing details of any medical conditions, injuries and/or ilinesses. This questionnaire may form the basis for the
consultation with the patient to assist

them to identify their concerns and therefore their needs.

Examine the following pre-treatment questionnaire and list six follow-up questions you could ask the patient to
further explore their areas of concern.
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4. How would you rate your pain at the moment?
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Ask the right questions—6 Follow-up Questions each task fg”ﬂ

Task 1:
You are a youth psychologist. Elle, a 16-year-old girl, comes to you and says that she is no longer able to live at home with
her parents.

Create a list of at least five questions you would ask Elle to find out more information. You may find it useful to create Elle’s
responses in order for you to create additional questions to ask her.

Task 2:
A health services professional such as a massage therapist or chiropractor may ask their patient to complete a pre-
treatment questionnaire/survey that involves rating their pain levels, highlighting areas of concern, and providing details of
any medical conditions, injuries and/or illnesses. This questionnaire may form the basis for the consultation with the patient
to assist them to identify their concerns and therefore their needs.

Examine the following pre-treatment questionnaire and list six follow-up questions you could ask the patient to further
explore their areas of concern.
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fi *  Conflict situations - case studies

Usig your knowledge that you have learnt about conflict resolution, analyse the following conflict situations and explain what
techniques you would use to achieve a positive outcome.

Situation 1: Matt is a nurse’s assistant and works with Veronica who is his supervising nurse. Veronica becomes aware of a ward staff meeting and
was told to tell Matt to attend. Veronica doesn’t tell Paul. Matt finds out and is very angry and decides to confront her. He becomes quiet upset
and tells the ward manager that he wishes to longer work with Veronica.

Answers will vary depending on what they feel is appropriate to the situation. Technique must ensure a positive outcome.

Situation 2: Trevor has been working with Sophie for almost 2 years. Trevor has noticed that over the last few months Sophie has been very
aggressive, rude and hostile towards him. He has confronted Sophie about her behaviour, but she refuses to acknowledge the problem.

Situation 3: Jacinta is a physiotherapist at a rehabilitation centre. Monica is one of her elderly patients recovering from a bad fall. Monica
continually argues with Jacinta about when she can return home. Jacinta wishes to keep Mary at the centre for longer as she believes that she is
not fit to return home. Monica however believes that she will recover faster at home with her two sons looking after her. Monica has putin a

I&

formal complaint about Jacinta’s treatment.
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fﬂ %/‘ Respect - do you know what it looks like?

Most of us know how to be respectful to one another, however are you surprised at how many people don't actually know how to act
in a respectful manner? Would you be able to identify respectful behaviour if you saw it?

Instructions:

1. Your teacher is going to give you two sheets of paper that read ‘respectful’ and ‘disrespectful’.

2. You are then going to read the following scenarios that involve a particular person interacting and communicating with others.

3. You must now decide if the particular person in each scenario was acting respectfully or disrespectfully (this is an individual task
and you should not share your decision at this point).

4. Your teacher will then read out each scenario and ask each student to hold up the sign that either says ‘respectful’ or
‘disrespectful’.

5. Your teacher will then ask certain students to explain their decision to the class.

Scenario 1: Mark the paramedic

Mark is an experienced paramedic and is working with Ruby who has just recently graduated from university. Mark and Ruby attend a car accident
where there is an injured woman and her son. Ruby starts to administer treatment and apply a bandage to the woman’s arm. Mark sees that Ruby
is applying the bandage incorrectly and proceeds to interrupt and starts applying the bandage himself. His only remark to Ruby is ‘here | will do it
properly”.

Scenario 2: Ava the medical receptionist

Ava is the medical receptionist for a specialist orthodontic clinic in the city. Carolina, a patient of one of the orthodontists is running late for her
appointment. The clinic has a policy that if a patient is running more than 15 minutes late their appointment has to be rescheduled. Carolina
arrives 20 minutes late as her car broke down. Ava tells Carolina that her appointment will now have to be rescheduled. Carolina is frustrated and
asks Ava why this is the case. Ava knows that she continually arrives late to her appointments and rolls her eyes in front of Carolina.
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Scenario 3: Alistair the dental nurse

Alistair is a dental nurse and works with a team of nurses at the High Smiles Dental clinic. Alistair is working with Megan today and they have a
busy schedule with the clinic booked out with appointments. After lunch Megan asks Alistair to cover for her, as she wants to go home early. She
tells Alistair to tell the manager that she has gone home sick. Alistair knows that this is not the right thing to do and politely tells Megan that he
will not be able to do that for her and she will need to discuss it with their manager. Megan gets upset with Alistair and accuses him of being
unfair and rude.

Scenario 4: Phil the nurse

Phil is a nurse at an aged care facility and is helping Mandy to have a shower. Phil and Mandy have a good relationship, as they have known each
other for over 5 years. Phil helps Mandy into the shower and asks her to sit down on the shower chair, so he can help her undress. While trying to
sit, Mandy slips over and falls to the ground. She is not hurt and begins to laugh out loud. Phil starts to laugh as well and then pulls out his phone
to take a video of Mary trying to get up. She is unaware that Phil is videoing and continues to laugh until she eventually gets herself up. Phil then
shows other staff members the video of Mary as he knows that she won’t mind. '!h
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f‘i ; Upholding patient confidentiality

For each of the following scenarios identify whether the patient’s confidentiality should be upheld.

Scenario

Uphold Confidentiality? — Yes
Or No

1. Kaitlyn has been to the local clinic for an appointment. Her boyfriend Frank has turned up to the clinic to find
out why she attended.

2. Debra is 17 years-old. Her parents have taken her to see a counsellor as her behaviour has been quite out of
character lately. Her grades at school have dropped and they are unsure how to help her. Debra discloses to her
counsellor that she is being bullied at school.

3. Jetis 15 years-old. He regularly attends the youth health centre where you work. When he takes his jumper off,
his t-shirt comes up a little and you notice that he has some red welts on his back. They look quite nasty. He
notices that you have seen the welts and quickly covers them up and tells you that he fell down while
skateboarding.

4. Leslie tells you that she is a drug trafficker and feels terrible and wants someone to talk to.

5. Joanne is suffering from depression. You need to refer her to a mental health facility for treatment. They have
requested her patient information file.

6. Kourtney is in rehab for the third time in the last two years. During her individual counselling session she says
that she doesn’t know why she is bothering as it is a waste of time as she will just start using again when she gets
out, like the last two times she got out of rehab. She makes the comment that she just can’t be bothered
anymore and that it’s not like anyone would miss her if she weren’t around.

7. A police officer enters your clinic and asks for the private contact information of one of your patients, as they
are believed to have been involved in a robbery.
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Work role boundaries

Read each of the following scenarios and determine if each person acted within their job role responsibilities.

Scenario 1: Belinda is an aged care assistant at the View Hill residential care unit. She notices that one of the women she cares for seems
depressed and sad. She decides to get her some anti-depressant medication from the facility’s pharmacy to help her feel better.

Scenario 2: Sherrie is a receptionist at a medical clinic. A patient on their way into the clinic falls and injures their knee on the front steps. Sherrie
administers first aid, as she is first aid qualified.

Scenario 3: Ty works as a counsellor at a homeless shelter. On Friday night the shelter is full, so he invites three of the homeless men to sleep at
his house for the night.

Scenario 4: Morgan works at a nursing home as a nurse’s assistant. When showering one of her patients she notices that she has cut her toe using
nail clippers. She dries the cut and applies anti-bacterial cream and a bandage to ensure that it does not get infected.
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Scenario 5: Charlotte is an occupational therapist at a rehabilitation facility. She notices that one of her patients that should be attending her
sessions has not attended in the past three days. She goes to his room to check on him.

Scenario 6: Carrie is an orderly at the Royal Children’s Hospital. One of the boys she delivers dinner to is screaming because his tooth is falling out
and he is in pain. She can’t see any nurses or doctors and the boy is becoming quite aggressive and is trying to pull out his own tooth. Carrie grabs
a pair of medical pliers and tries to remove his tooth.
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f.\i ; Behaviours of concern - can you deal with them?

Using your knowledge that you have learnt about dealing with behaviours of concern choose four behaviours from the diagram below
and describe the techniques you would use to effectively respond to the behaviour. You may wish to refer back to chapter 3 in book 1
to refresh your knowledge. Behaviours of concern:

« Verbal offensiveness

« Noisiness

« Self-destructive behaviour

+ Wandering

* Intrusive behaviour

+ Manipulation

* Intoxication

«_Confusion.

Behaviour of concern: Behaviour of concern:
Techniques to respond: Techniques to respond:
Behaviour of concern: Behaviour of concern:
Techniques to respond: Techniques to respond:
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-2 ; Develop your own personal reflection
Develop a series of ten questions to gain feedback about student performance at school. You may like to include questions about
strengths, weaknesses, time management, concentration, work ethic, effort in class, progress etc. Once you have created your

personal reflection, complete the following questions:

Questions:
1. If a teacher at school gave you the personal reflection sheet you just created would you find it difficult to be honest if you knew that

both your teacher and parents would read it? Explain why/why not?

2. Do you think that personal reflection is an effective way to gain feedback in the workplace? Explain why/why not?

3. Why do you think it is important to get people to think about their performance in the workplace instead of just telling them?

4. Do you think that a personal reflection alone is enough to measure performance? Explain why/ why not?
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5. What are some advantages of personal reflection?

6. What are some disadvantages of personal reflection?

7. Briefly describe a situation at work where you think it may not be appropriate to conduct a personal reflection.

8. What occupation within the health services do you believe personal reflection would be most useful for? Give a brief explanation.
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\ ;. Create an evaluation

Loretta is physiotherapist and runs her own clinic. She has a large client base and is wanting to find out how she could improve on
her own performance and service when treating patients. Create a survey, questionnaire or set of interview questions to gain
feedback from patients that Loretta could use at the conclusion of her appointment.

Ensure that your evaluation allows her to gain feedback on:

« Communication with patients

« Patients’ overall experience with Loretta

« Information given to patients

* Rapport with the patients

« Explanation of diagnosis and treatment

« Consideration of patient needs and concerns

« Patient satisfaction

« Likelihood of the patient returning to be treated by Loretta

« Likelihood of patient referring a friend or family member to Loretta

Your evaluation should be presented as a professional document and must contain at least 15 questions.
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fﬂ\i ) Keep it professional

Read each of the following situations and determine if they overstep the boundaries of the professional relationship between a patient

and health services worker.
Describe how you would handle each situation to ensure that it remains professional. Remember that while it is important to be clear,

precise and professional it is also important not to embarrass the patient or make them feel uncomfortable.

A patient brings you a bunch of flowers to thank you for looking after them.

A patient initiates a kiss on the cheek “Hello and goodbye”.

A patient asks what you think they’re suffering from as the pain has worsened

A patient asks for your opinion on the medications the doctor has prescribed

A patient asks you on a date
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A patient rings your mobile phone number on a Saturday night to ask for advice

You run into a patient on the street, and she asks you to join her for a coffee

A patient asks you for a hug at the end of their appointment

A patient asks you for a referral to another professional as they express that they are attracted to you

A patient asks to borrow $20.00
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f\ h 3 7 Creating rapport questions

1. In your own words describe what rapport is.

2. Why is building rapport with patients and colleagues important?

3. List three statements that you could use to create rapport with a patient whom you are meeting for the first time.
4. What might you say or do to be friendly and courteous?
5. What questions might you ask to continue to build rapport overtime (e.g., at regular appointments?)

6. Name two specific situations when you might need to act formally.
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7. Name two specific situations where you might need to act informally.

8. In your opinion is it possible to build rapport and a professional relationship at the same time?

9. Why is it important to create professional relationships when working when with patients?

10. List three ways you can maintain your professionalism when working with patients.




