Communication with challenging patients in healthcare.

Communication skills within healthcare is essential for building strong relationships between healthcare providers, patients, and their families. Effective communication fosters trust and ensures clear understanding of medical information which supports shared decision-making. In healthcare, effective communication has consistently been recognised as an essential skill necessary to deliver personalised, high-quality care tailored to everyone’s needs. Key aspects of effective communication skills include methods like Active Listening, empathy and compassion, person centred approach, nonverbal communications, and de-escalation (Moss,2020).
During a role play session in class, we completed the task of demonstrating how to communicate effectively with an angry patient whose father had been waiting for an appointment for over an hour. We took the role of the nurse trying to effectively communicate with the angry patient in turns. During the role play session I played as the nurse. I believe I was able to implement several different communication techniques to calm the angry patient down. Although, difficult to defuse a situation when it is being role played, it gives opportunity to reflect and implement strategies to future scenarios where an incident like this may occur. Effective communication strategies I believe I used were, active listening, empathy, validation, reassurance, and de-escalation. The active listening methods allowed me to listen to the patients concerns with out interrupting, allowing the patient to express their frustrations. Rogers (1957) describes active listening as a form of communication that gives a person, you’re free and undivided attention, making a conscious effort of understanding the speaker’s message. Active listening enabled me to feel sensitivity and empathy towards the angry patient and be fully present in what she was saying. By showing empathy and validating the angry patients’ emotions it showed that I was acknowledging her concerns and expressing understanding of her frustrations. I reassured the angry patient that her concerns were being taken seriously and that I was happy to sit down and talk in a separate room to try and alleviate her frustration about the situation they were in. During the role play session I believe I was able to stay calm and composed throughout the interaction, making a conscious effort of not letting the situation escalate. The focus of the role play session was to find a resolution to the patients concerns and reassure the angry patient that she was being heard. The Nursing and Midwifery Council (2023) states in their code of conduct that the continuity of safe, kind, and effective care is truly person centred by applying our professional judgement and acknowledging that individual people’s needs need to be met differently. 
Upon reflection I also identified areas for improvement. By observing the role play session it is clear that there is room for improvement on my communication method of clarifying any misunderstanding or misconceptions the angry patient had. Providing clear explanations and information would have helped to address their concerns effectively. I also recognised that I could have paid more attention to my nonverbal cues, such as body language and facial expressions, to convey empathy and support to the patient. Reflective practice requires deliberate cognitive effort to examine a situation while being aware of one’s own beliefs, values, and practices. This enables healthcare professionals to learn from their experiences and integrate that learning to enhance patient care outcomes (Patel, 2022).
During the role play session I was able to act as the angry patient so that my partner was also able to use her communication skills. I found her communication method to be very calming. This includes techniques such as active listening, empathy, and validation of my feelings as a ‘angry patient’. By reflecting on the session, it allows us to assess various approaches and their effectiveness in de-escalating a situation to foster a positive outcome. My partner provided reassurance, conveying that my concerns were being taken seriously and steps would be taken to address them. My concerns were listened to with out interruption which demonstrated genuine interest and understanding, as well as showing empathy, and validating my emotions. Observing the role play session highlighted a specific communication method where I feel like my partner would benefit in improving. When I was listing my concerns, my partner would begin every sentence with “obviously” which could be deemed as being passive aggressive when someone who is already in an angry state of mind just wants to be heard. Although my partner communicated effectively and de-escalated the situation well, the repetition of the word “obviously” when I, as the ‘angry patient’ was voicing my concern created tension and confusion. This form of communication highlighted the importance of verbal cues and how they pay a crucial role in a scenario like this. Verbal cues facilitate effective collaboration by enabling clear communication between each other, which can promote cooperation and achieve common goals (Meyer, 2018).
In conclusion, the role play session of dealing with an angry patient provided valuable insights into effective communication strategies in challenging healthcare scenarios. I believe we both used effective communication skills as appropriately as we could. Through active listening, empathy, validation, clarification, reassurance, and conflict resolution to defuse the situation. Using a person-centred approach to build rapport, alleviate tension, and address the patients concerns in a constructive manner. The session highlighted the significance of communication skills in de-escalating tense situations and fostering patient-provider interactions. Moving forward, implementing these strategies in real-life healthcare settings will help improve patient satisfaction, enhance patient outcomes, and contribute to a more supportive and empathetic healthcare environment. Moss (2020) explains that communication abilities are crucial for anyone collaborating with others, and it’s our duty of care as health care providers to take ownership of developing these skills to their fullest potential.
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