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Welcome to Professionalism and Customer Service in the Health Environment.  This is the third and final lecture in Unit 4, Key Elements of Effective Communication.  Much of the material in this presentation has been adapted from the book Health Communication: Strategies for Health Professionals by Northouse and Northouse. 
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By the end of this lecture, students will be able to discuss communications using a variety of media.  These communications range from paper-based to various electronic formats.  Learners will also be able to discuss personal communication in the work setting.  And finally, students will learn about the importance of listening skills, and they will begin to understand the role of diversity in the healthcare setting.
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The most common paper-based communication you will be expected to generate is the business letter.  When writing a business letter, first you need to identify your audience. This will help you throughout the letter.  

There are various conventions that surround the writing a business letter.  For example, DO NOT write a letter or email as if you were texting.  In a business letter, you should use a more formal tone.

Each paragraph should discuss only one topic.  Moreover, the use of bullet points is very helpful in addressing important points.  You should strive to be concise.  

Ensure that your spelling and punctuation are correct and remember that your letter can become documental evidence so do not write anything inappropriate.  If you have time, and you feel uncertain about your letter, ask a coworker to review it for you.

4. Slide 4

We will present do’s and don’ts. This slide is about the do items. 

Use correct grammar and punctuation. Provide context as needed to frame your message and specify why you are sending the email. In other words, say what the purpose is of the email. Be clear in the e-mail when you need a response. Write a meaningful subject line to increase the chance of the receiver opening the email, Finally, when you receive an email, always try to provide a prompt response
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This slide is a list of email don’ts 

Don’t use company emails for personal use, company emails are saved by employers. Do not include any graphics in an email message, when received it may be reformatted and impossible to understand, Do not send off emotionally charged response emails.   The receiver may misinterpret a sender’s emotion in an email.   If possible try to hold off for twenty four hours before you respond to an emotionally charged email.  Also, consider just phoning, or visiting, the person who sent the emotional email. Do not use background colors or borders. Do not use cyber-space abbreviations, that is, emoticons (pronounced ee-mote-ih-cons) such as smiley faces.  Many view this as being childlike or unprofessional. 
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Critique this email message. What did Barry do right?

 (NOTE: Pause about 3 seconds).

7. Slide 7.

We can see that Barry was professional and polite in his tone and language, that he used a descriptive subject line and that he provided his full contact information in case Dr. Winston might need to talk with him. 
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Critique this email message. What did Barry do wrong?

(NOTE: Pause about 3 seconds).
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The textured background makes it difficult to read the email message. Also, Barry’s tone and language are more suited to personal communication with friends rather than a professional situation. Barry’s opinion of the online learning modules was negative and not helpful. The negativity was added to by the emoticons. He neglected to provide Dr. Winston with any contact information other than his email address. 

10. Slide 10

 At times, it will be necessary for you to maintain a record of electronic communications like email.  One approach to this is to separate your inbox into distinct folders. For example, emails could be sorted by project, by functional area, or by dates.  The advantage of this system is that you can quickly find existing e-mails.

Do not delete emails until absolutely necessary.  Also, you should archive your emails periodically to improve performance of your email system.
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For phone and other real-time communications make sure you use the caller’s name in the conversation.  Restate or rephrase key points said by the caller, as this can validate the caller and confirm that you understand the message. Speak clearly, pronouncing your words carefully.
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If you have anything in your mouth such as food, gum, or a tongue piercing, you may be difficult to understand. Do not use harsh negative language in the conversation.  You can be assertive without being negative. Do not argue with the caller. Finally, listen intently to what the caller is saying and note the tone.  Unless the call uses a live video of the caller you are unable to ascertain body language cues.  At least with a live video you can evaluate the nonverbal message, typically from face of the caller.
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Occasionally, you may be tempted to make personal phone calls while at work. However, it is very important that you minimize or eliminate personal cell phone calls while you are working. In addition, responding to personal text messages should be kept to a minimum.  In addition:

Turn off your cell phone’s ring function and use vibrate or a silent option for your personal devices while at work.

Do not have an offensive ringtone.

When permitted, save your interactions with personal friends and loved ones for during a defined break period or lunch.
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Most healthcare information technology professional positions involve significant communication.   Communication occurs between and within departments, as well as with outside suppliers and/or users of the services provided.

For many people, daily communication involves 1) live in-person or face-to-face, 2) live phone or phone-like voice over IP (pronounced I-P) and/or 3) receiving  or leaving  recorded messages. 

The tone of our voice, or how we say the message, affects how we are perceived by others, either positively or negatively.  Northouse and Northouse describe a study by Mehrabian (pronounced Mer-abe-ee-uhn) who  identified that, for face-to-face communication, the tone of our voice accounts for 38% of how a person is perceived.  Other measures included the words used and nonverbal behavior.      

There are techniques, or tips, that can be used to improve our voice tone.   These include breathing from your diaphragm,  smiling as appropriate, drinking water and avoiding caffeine and dairy products before making a presentation.
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In order for you to become a good communicator, you must develop strong listening skills. Listening provides the message receiver an opportunity to more fully understand the message.

An added benefit is that focusing on the message provides an implicit signal that you care about the sender and the message.  In short, you are adding validation. 

There are a number of components associated with being an effective listener.  These areas are often discussed in professional and lay publications and even on blogs on the Internet.
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Focusing on the message sender entails removing distractions as much as possible.  This can include turning off your cell phone, muting your office phone and not using your computer.  Monitoring your computer or laptop or smart phone during a face-to-face conversation is considered rude or disrespectful at best.  Another way to improve your focus is to physically remove yourself from your distractions and have the conversation in a quiet neutral space.

To further enhance your understanding of the conversation, note taking is appropriate.  Note taking serves a number of purposes.  Besides the obvious purpose to understand the message, note taking serves as a signal that you are interested in what the message sender is saying and confirms that the sender is important to you.  

Also, your listening skills will improve when you summarize the conversation as it is happening.  Finally, and obviously, note taking reduces your talking which leads to increased understanding.

It is very appropriate to rephrase or restate what the person has said.  This serves to solidify your understanding. Additionally, asking the sender to further define a point helps you remove ambiguity. 
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If you are able to observe the person you can observe the message sender’s body language for congruence with the words used.  You may note that the sender’s facial expression, tone of voice, gaze, or type and intensity of gestures used are not aligned with the spoken words. These can serve as flags for multiple messages.   

Additionally, watch for changes in nonverbal cues during a conversation.  These can point to items that are emotionally charged or conversational points that are or are not associated with negative emotion. Similarly, positive nonverbal clues suggest congruence with the message. 

Try to remove personal bias based on prior contact with the message sender or other’s opinion of him or her.  Additionally avoid preconceived opinions that may be based on sexual preference, religion, age, gender, favorite sports team(s), and culture. 

In terms of the use of assistive technology, if you have permission, in some circumstances,  it can help to record the conversation through the use of special pens that function as digital recorders.  An added benefit of some of these pens is that you can touch your handwritten notes with the tip of the pen and the conversation from when you made the notes will replay. This is a real time saver and an aid to communication. 
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Do not expect cultural similarity in communication. While it is true that verbal and nonverbal communication can appear to be culturally driven, there are variations among persons in all cultures.

Diversity or culture-influenced communication can be challenging.  One approach is to learn the cultural communication norms of individuals that you communicate with and perhaps modify your communication style or approach to address differences.  Similarly, you may find that certain responses to questions may be related to cultural norms associated with the messenger’s position or place in the organizational hierarchy. 
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Is it important to be funny at work?  Well, when using humor at work, it is important to be cautious.  You do not want offend anyone.  If you use humor, use humor about situations, not about people or groups of people.  Again, things can be taken out of context, so be careful.  If in doubt, do not use humor.
.
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In summary, in this lecture we discussed communication in paper-based and electronic formats.  We reviewed the use of personal communication devices in the work setting.  We examined listening skills, we looked at how diversity affects communications, and we recommended that humor be used with caution in the workplace.
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NO AUDIO.  
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