Reflecting on the communication role-play exercise with an angry patient, I found it to be a valuable learning experience although I found it challenging.  The scenario presented a realistic simulation of a situation that healthcare professionals often encounter in clinical settings.  Engaging in the role-play scenario allowed me to practice different communication techniques including active listening, a person-centred approach, assertive communication, and de-escalation which I have learnt throughout the module and within my own work life. Through this reflection, I aim to gain a deeper understanding of my communication abilities and identify strategies for further development.  

During the role-play scenario with the angry patient, I found myself facing a challenging situation that required empathy, active listening, and effective communication skills. The patient appeared to be frustrated and upset at the scenario they were faced with, and it was essential for me to handle the situation delicately to address their concerns and provide support.  Reflecting on the interaction, I realised the importance of remaining composed and calm despite the patient being angry.  I attempted to use de-escalation techniques including remaining roughly 2 arm lengths away from the patient, respecting their personal space and providing them with the space to move away if necessary. Throughout the interaction, I tried to remain with an open posture with my arms uncrossed and a relaxed facial expression to avoid provoking the patient further.  I found that identifying the patient's wants and feelings by listening closely to what the patient was saying was crucial, I tried to be reasonable and accommodate any requests the patient had, and I attempted to offer options to the patient such as food or a drink whilst they waited in the waiting area (Depression and Bipolar Support Alliance, 2024).  However, upon reflection, I also recognise areas for improvement. In particular, I could have done more to acknowledge the patient’s concerns and express a more empathetic understanding of their perspective. In addition, I could have been more proactive in offering the patient solutions or seeking further assistance to address the issues relayed by the patient. 

Reflecting on the interaction, I realised the importance of active listening to the patient.  Listening to their concerns without becoming defensive or escalating the situation further.  I focused on actively listening to the patient by providing the patient with my undivided attention and demonstrating that I was genuinely interested in understanding and acknowledging their perspective.  I employed techniques such as maintaining good eye contact with the patient and nodding occasionally to show that I acknowledged and understood what they were conveying to me (Australian College of Nursing, 2021). One aspect of active listening I believed went well was my ability to stay present in the moment and refrain from interrupting the patient, allowing the patient to speak freely without interruptions.  Upon reflection, I recognised that there were areas where I could have improved my active listening skills. For instance, I could have provided more small verbal comments to encourage the patient to continue speaking and made more of an effort to reflect the patient's concerns to ensure that I accurately understood their perspective. Additionally, I could have asked more open-ended questions to encourage the patient to elaborate on their concerns further. 

During the role play I used a patient-centred communication approach, I made an effort to prioritise the patient's perspective of the situation by actively involving them in decisions. I began by acknowledging the patient's emotions and frustrations and attempted to express my empathy for the situation the patient was in by demonstrating my commitment to understanding their perspective and providing support.  Instead of assuming I knew all of the answers, I sought the patient's input on how to address the concerns they had, together. For instance, I asked an open-ended question, if there was anything I could do in the meantime whilst they were waiting to be seen.  Additionally, I ensured that the patient felt heard and respected throughout the interaction by listening to their concerns without judgment or interruption (Naughton, A. C, 2018).  Upon reflection, I have recognised that I could have further enhanced my patient-centred approach. For instance, I could have asked more open-ended questions to allow the patient to direct the conversation and ensure any interventions that were proposed aligned with their goals and values.  I could have also expressed more empathy towards the patient and the scenario that they had found themselves in by validating the patient’s feelings and reflecting on what the patient said (Physiopedia, 2024).

During the communication role play with the angry patient, I had the opportunity to observe my peer’s interaction and provide feedback on their communication skills and approach.  
Overall, I was impressed by my peer’s ability to navigate the interaction with professionalism, I found that my peer had the ability to remain composed and calm despite being faced with the patient’s anger.  They maintained an open body posture and used a respectful tone of voice throughout the interaction whilst maintaining eye contact and keeping a distance from the patient, which helped in the de-escalation process (Depression and Bipolar Support Alliance, 2024).  Additionally, my peer listened actively to the patient’s concerns without interrupting or becoming defensive.  This demonstrated empathy, that the patient’s feelings were valid and the importance of being able to maintain emotional regulation when managing challenging interactions with patients. Overall, my peer demonstrated strong communication skills whilst managing the interaction with the angry patient, although there is room for improvement in terms of expressing more empathy.

Overall, the communication role-play exercise with an angry patient provided me with valuable insight into how to effectively manage interactions with angry patients.  It reinforced the importance of remaining calm, practising active listening, assertive communication, de-escalation and demonstrating empathy.  Moving forward, I will continue to develop my communication skills and approach to better service patients in challenging situations. 
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