Component 16 Unit 4 Application Activities
Unit 4 Exercises

Exercise 1: Vignette and Guided Discussion Question on Verbal and Nonverbal Communication

Instructor Guidelines:

The vignette gives us two examples of what not to do.  First, Pedro is not interested in the interaction with the nurse manger.  By looking at his watch constantly the message is, “let me leave as I am not interested in the conversation.”  What he does not realize is that the nurse manager is the customer here.  Second, effective communication includes the element of listening.  Listening intently is a way to confirm the sender’s message and when appropriate ask for further clarification.  It is a known way to establish a bond with the message sender.

Vignette:

Pedro is a new healthcare IT implementation specialist.  He has just been hired by an 823 bed hospital to install the Emergency Department Information System (EDIS).   He arrives at the ED unannounced and starts observing the process flows.  The nurse manager approaches Pedro and demands why he is there.  Pedro explains his mission and the Nurse tells him all about the problems with the last system and her tips to avoid a problem a second time.  Pedro appears not to be interested in listening based on his body language as he keeps looking at his watch.  

Discussion Question:

1. What two items associated with nonverbal communication has Pedro failed to do?

Exercise 2:   Vignette and Guided Discussion Question on Verbal and Nonverbal Communication.

Instructor Guidelines:

A healthcare setting is a professional setting.  Norms of communication may suggest empathy in a personal discussion but Suzanne does not know the individual.  Moreover, she did not display empathy but pity.  One should never verbalize pity in the business setting.  Secondly, in western cultures touch should be at a minimum.  She should not have hugged the patient.  Despite her good-hearted intentions, her behavior was very inappropriate.  

Vignette:

Suzanne is a systems analyst for the vendor supplying the Nursing documentation systems for the hospital.  She is speaking with the nurse manager in charge of the oncology unit.  After the meeting she notices a patient in a wheel chair in the hallway.  She approaches the patient and gives him a big hug and says, “I am so sorry you must be going through a difficult time.”

Discussion Question:

1. Did Suzanne do anything wrong?
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