NC PHCAST Curriculum: 4. Relationship-Building and Communication Skills

Module 4. 

Introduction to Communication Skills
 
Handouts

Activity 1: the Impact of Good Communication Skills
Handout 4.1

Communication

Handout 4.2

Scripted Role Play: Sofia—Not Listening
Handout 4.3
Scripted Role Play: Sofia—Actively Listening
Handout 4.4
Active Listening
Handout 4.4.1- Soft Skills Article from the Raleigh News and Observer
	Handout 4.1


Communication

Communication is the activity of conveying meaningful information.

It requires:

· a sender

· a message

· a receiver.

The communication process is complete when the receiver understands the sender’s message.
The “information” exchanged through communication can be:

· Facts

· Feelings

· Ideas

· Opinions 

People communicate both verbally (with words) and nonverbally (with body language).

Why is communication important in direct-care work?

· Communicating information accurately is important for providing quality care. 

· Communicating feelings accurately is important for building strong relationships with clients, family members, and other workers.
	Handout 4.2
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Scripted Role-Play: Sofia—Not Listening
Role Players:

Narrator-The instructor

Maria, PHCA
Mrs. Ortiz, Client

Sofia, PHCA
Liliana, Daughter

Fatima, Nurse

Background Information:

Mrs. Ortiz is an 80-year-old woman who has been living in her daughter’s home since the death of her husband.  Mrs. Ortiz was recently diagnosed with Alzheimer’s disease and broke her hip a year ago.  This is when she started to need outside supports.  Sofia is a new PHCA who has been working with Mrs. Ortiz for a month.  

The role-play takes place in the daughter’s and Mrs. Ortiz’s home.  Sofia is just coming onto the afternoon shift.
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Scripted Role-Play: Sofia—Not Listening
Scene One:

Narrator:  Sofia enters into the home of Mrs. Ortiz, her client and goes to the kitchen.  Sofia is relieving Maria who worked the shift before her.  Maria is also in the kitchen finishing her paperwork.

Sofia: 
 Hi, Maria.  How’s it going?

Maria:
 It has been a tough one and I am exhausted.  

Sofia:
Oh no.   I have had a tough day already and was hoping tonight would be an easy one. Thanks for the warning.   See you tomorrow.

Maria: Bye.  Oh and check on Mrs. Ortiz a little more than usual today.

Sofia:  Ok.

Maria leaves.
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Scripted Role-Play: Sofia—Not Listening
Scene Two:

Narrator:  Sofia is about to leave the kitchen when Liliana, the client’s daughter rushes into the room looking frustrated.

Liliana: 
 Sofia, finally you are here. 

Sofia:
Liliana, I have been here for a few minutes.  I was here on time.

Liliana:
Well, I need a break.  Mom is in a mood and I am hoping you can help her get out of it.

Sofia:  We will have a great night.  Don’t worry.

Liliana:
Good, the nurse is coming by soon.  Bye Mom.

Liliana leaves.
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Scripted Role-Play: Sofia—Not Listening
Scene Three:

Narrator:  Mrs. Ortiz enters and sits in a chair.  Sofia takes a couple of steps out of the kitchen and sees Mrs. Ortiz sitting in the chair.  

Sofia:  Good Afternoon, Mrs. Ortiz.

Mrs. Ortiz:  If you say so.

Sofia:  Ok.

Mrs. Ortiz:  Today has been just terrible.

Sofia:  It will get better.

Mrs. Ortiz:  You don’t even understand.  No one does.

Sofia:  Can I get you something?

Mrs. Ortiz:  No.
Sofia:  Can I help in some way?

Mrs. Ortiz:  No, no one can help.

Sofia:  I am sorry you are having a tough day.  I need to get started on my work.  I will check back with you in a few minutes.
Sofia continues to stand near Mrs. Ortiz until she hears the doorbell. 

Sofia:  That must be the nurse.  I will get it.

Mrs. Ortiz leaves.
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Scripted Role-Play: Sofia—Not Listening
Scene Four:

Narrator:  The doorbell rings and Sofia answers the door and it is the nurse.

Sofia:
Hi, Fatima, come in.

Fatima:  Hi, Sofia.  How is it going today?

Sofia:  I just got here but it seems like is has been a long day for everyone.

Fatima:  What does that exactly mean?

Sofia:  I’m not really sure.  No one said.

Fatima:  And you didn’t ask?

Sofia:  I guess not. I’m sorry.   Just so much has happened so quickly.

Fatima:  So, how is Mrs. Ortiz doing?

Sofia:  She is not being herself.  She seems sad.

Fatima:  Okay.  I guess I will have to find out about that, too.

Sofia:  Hey, can you give me a break!

	Handout 4.3
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Scripted Role-Play: Sofia—Actively Listening

Role Players:

Narrator-The instructor

Maria, PHCA
Mrs. Ortiz, Client

Sofia, PHCA
Liliana, Daughter

Fatima, Nurse

Background Information: same as before
Scene One:

Narrator:  Sofia enters into the home of Mrs. Ortiz, her client and goes to the kitchen.  Sofia is relieving Maria who worked the shift before her.  Maria is also in the kitchen finishing her paperwork.

Sofia: 
 Hi, Maria.  How’s it going?

Maria:
 It has been a tough one and I am exhausted.  

Sofia:
Sounds like is has been a hard shift.

Maria:
Yeah.  

Sofia:
What happened?
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Scripted Role-Play: Sofia—Actively Listening

Maria: Mrs. Ortiz has had diarrhea all day and hasn’t felt well.

Sofia:  That can make for a hard day for both of you.

Maria:  It sure did. So, you need to check to see if she needs to use the bathroom more than usual today.

Sofia:  How often do you suggest?

Maria:  At the rate we have been going today I would say about every 45 minutes.

Sofia:  Ok, every 45 minutes instead of every two hours.  

Maria:  Yeah that should help.  Bye.

Maria leaves.

	Handout 4.3
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Scripted Role-Play: Sofia—Actively Listening

Scene Two:

Narrator:  Sofia is about to leave the kitchen when Liliana, the client’s daughter rushes into the room looking frustrated.

Liliana: 
 Sofia, finally you are here. 

Sofia:
(Sofia takes a deep breath) Hi Liliana.  I have been checking in with Maria before she left.  It sounds like Mrs. Ortiz isn’t feeling well today.

Liliana:   You have got that right and I need a break.  On top of her stomach being upset Mom is in a mood and I am hoping you can help her get out of it.

Sofia:  You said she is in a “mood”?  Can you tell me what more about that so I can be prepared?

Liliana:
She has been sad all day and this morning told me that when we were having breakfast that she missed my father.

Sofia:  I can imagine that could be hard for you to hear.

Liliana:  Yeah, Dad has been gone for 5 years now and we all miss him. Mom has been talking about him a lot lately with their anniversary coming up.  They were inseparable,   married for 48 years.

Sofia:
That is a long time.

Liliana:
Right?  You don’t hear about marriages like that anymore.  Thanks for listening Well, I am leaving.  The nurse is coming by soon.  

Sofia:  Is there anything you need me to tell the nurse?  

Liliana:  Just let her know about the diarrhea and Mom’s mood.  
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Scripted Role-Play: Sofia—Actively Listening

Sofia:  Ok.

Liliana:  Thanks, Sofia. Bye!
Liliana leaves.
Scene Three:

Narrator:  Mrs. Ortiz enters and sits in a chair.  Sofia takes a couple of steps out of the kitchen and sees Mrs. Ortiz sitting in the chair.  

Sofia:  Good afternoon, Mrs. Ortiz.

Mrs. Ortiz:  If you say so.

Sofia:  Mrs. Ortiz you don’t seem like yourself.  How are you doing today?

Mrs. Ortiz:  Today has been just terrible.

(Sofia sits down beside Mrs. Ortiz.)

Sofia:  If you would like to talk about what is on your mind I am here to listen.

Mrs. Ortiz:  You wouldn’t understand.  No one does.

Sofia:  I wouldn’t understand what, Mrs. Ortiz?

Mrs. Ortiz:  What it is like to get old and lose everything and everybody.  I finally reached the point today where I’m even losing my bowels.
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Scripted Role-Play: Sofia—Actively Listening

Sofia:  It sounds like being sick today is just adding to your feelings of loss.  

Mrs. Ortiz:  I guess.  Today is my anniversary.

Sofia:  Oh, today is your anniversary.  

Mrs. Ortiz:   Yeah, you know that man would forget his head if it wasn’t tied on but he never forgot our anniversary.

Sofia:  He sounds wonderful.
Mrs. Ortiz:  He was.  Now we would have our fights.  Don’t think we didn’t but the making up was always fun.

Sofia:  I bet! (Both grin at each other) 
Narrator:  The doorbell rings.  Sofia excuses herself to answer the door and Mrs. Ortiz goes to her bedroom. (Volunteer playing Mrs. Ortiz leaves the scene.)
	Handout 4.3
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Scripted Role-Play: Sofia—Actively Listening

Scene Four:

Narrator:  The doorbell rings again. Sofia answers the door and it is the nurse.

Sofia:  Hi, Fatima, come in.

Fatima:  Hi, Sofia.  How is it going today?

Sofia:  I just got here but it seems like is has been a long day for everyone.

Fatima:  What does that exactly mean?

Sofia:  Well, it seems that Mrs. Ortiz has been having bowel troubles.

Fatima:  Yeah, I heard about that.  It is why I am here.  

Sofia:  She hasn’t had a loose movement since I have been here though.

Fatima:  So, how is Mrs. Ortiz doing?

Sofia:  She is upset about the diarrhea and she is also missing her husband today.  It’s their anniversary.  

Fatima:  Wow, you have been really paying attention today.  I appreciate you letting me know what is going on.

Sofia:  No problem.  I just listened.  It is my favorite part of the job.

	Handout 4.4


Active Listening
Effective listening is the key to clear and open communication with your clients, families, and other staff. In order to build relationships and perform your duties well a very attentive and intentional level of listening is required. We call this active listening.

Active listening—giving our full attention to the person speaking—involves:

· Using nonverbal communication (body language) to communicate effectively.  Body language refers to such things as facial expressions, postures, and gestures.  

· Paraphrasing to make sure you fully understand what someone has just said or expressed.  Paraphrasing means to state in your own words what you think the other person is saying or feeling.
· Asking open-ended questions to clarify and/or gather additional information. These questions usually begin with how, what, or why. These questions are neither leading to your solution nor loaded with blame or judgment. 

Active Listening can help you build strong relationships with others and be more successful in your work.
· When you listen with your full attention, you remember and understand more of what is being said.  On the other hand, when you listen inattentively, you miss a great deal of what is being said.

· Being listened to attentively feels caring and helpful to the speaker. Not being listened to, or being listened to in an inattentive manner, often feels hurtful and unhelpful.

· When you actively listen you show interest in the person and what is happening to them and are able to explore multiple points of view in a situation. 

� Materials adapted from Providing Personal Care Services to Elders and People with Disabilities, PHI 2009, � HYPERLINK "http://phinational.org/training/resources/pcsc" �http://phinational.org/training/resources/pcsc�;  NC PHCAST management team made adjustments as needed.
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