THIRD EDITION

 Communication

rNUTSes

L TALKING WITH PATIENTS

Lisa Kennedy Sheldon

Janice B. Foust



THIRD EDITION sy

Communication

rNUTSeS

_ TALKING WITH PATIENTS

Ldited by
Lisa Kennedy Sheldon, PhD, APRN-BC, AOCNP®

Assistant Professor
University of Massachusetts, Boston
Boston, Massachusetts
Oncology Nurse Practitioner
St. Joseph Hospital
Nashua, New Hampshire

Associate Member
Dana-Farber/Harvard Cancer Centers

Janice B. Foust, PhD, RN
Assistant Professor
University of Massachusetts, Boston
Boston, Massachusetts

) )0

e
O
7

—
m
>0
A 2
Z¥
— =g
—
=
i
o




Workd Headquarters f{']

Jones & Bandett | caming

S Wall Strect ’ /
hington A OIS0 (/-)

By
NN ERR T L

7
mfod iblcaming com J

waw hlcaming com
94012

& Bartdett Leaming books and products are avatlable through most bookstores
tt Leaming directly, call 800-8 12003, fax 9784438000, or visit our website, www blearming com

and online booksellers. To contact

Jone

Jones & Bantk

.

Subsantial discounts on bulk quanuties of Jones & Bartlett Leaming publications arc avarlable to corporations, professional

wvianons, and other qualified orgamzations. For details and spectfic discount information, contact the special sales depart-
1o specialsales @ jblearning com

X

|
|
[ mcnt at Jones & Bartlett Leaming via the above contact mformation or send an cmal

Copynght © 2014 by Jones & Bartlett Leaming, LLC, an Ascend Leaming Company

reproduced or utitized in any form, electronic

All nghts resenved. No part of the matenal protected by this copynght may be
and retrieval system, without written per-

or mechanical, including photocopying, recording, or by any information storage
mission from the copynght owner

The content. statements, views, and opinions herein are the sole expression of the respective authors and not that of Jones &
Bartlett Leaming. LLC. Reference herein to any specific commercial product, process, or Service by trade name, trademark,
manufacturer. of otherwise does not constitute or imply its endorsement or recommendation by Jones & Bartlett Leaming, LLC
and such reference shall not be used for adverusing or product endorsement purposes. All trademarks displayed are the trademarks
of the parnes noted herein. Communication for Nurses: Talking w ith Panents, Third Edirion 1 an independent publication and has
not been authonzed, sponsorad. o othenvise approved by the owners of the trademarks or service marks referenced in this product.

There may be images in this book that feature models: these models do not necessanly endorse, represent, or participate in
the activities represented in the images. Any sereenshots in this product are for educational and instructive purposes only
Any individuals and scenanos featured in the case studies throughout this product may be real or fictitious, but are used for
instructional purposes only

The suthors. editor. and publisher have made every effort to provide accurate information. However, they are not responsi-
ble for errors. omissions, or for any outcomes related to the use of the contents of this book and take no responsibility for
the use of the products and procedures descnibed. Treatments and side effects described in this book may not be applicable
1o all people: likewise. some people may require a dose or experience a side effect that is not described herein. Drugs and
medical devices are discussed that may have limited availability controlled by the Food and Drug Admunistration (FDA)
for use only in a research study or chmical tnal. Research, clinical practice, and government regulations often change the
sccepted standard in this field. When consideration 1s being given to use of any drug in the clinical setting, the health care
provider or reader 1s responsible for determining FDA status of the drug, reading the package insert, and reviewing pre-
scribing information for the most up-to-date recommendations on dose, precautions, and contraindications, and determining
the appropnate usage for the product. This is espectally important in the case of drugs that are new or seldom used.

Production Credits
Exccutive Publisher William Brottmiller Cover Design: Scott Moden
Semior Editor: Amanda Harvey Cover Images: Nurse in red with man in wheelchair
Editonial Assistant: Rebecca Mynck © Monkey Business Images/ShutterStock, Inc.; Nurse
Producuon Editor: Keith Henry in light purple with woman in bed © Monkey Business
Semor Marketing Manager: Jennifer Sules Images/ShutterStock. Inc.: Male nurse with young boy
V P. Manufacturning and Inventory Control: Therese © Wavebreak Media/Thinkstock

Connell Printing and Binding: Edwards Brothers Malloy
Composinon: diacnTech Cover Printing: Edwards Brothers Malloy

Rights & Phoio Research Coordinator: Joseph Veiga

Library of Congress Cataloging-in-Publication Data 0 0 O 7 7 8 7 9

Kennedy-Sheldon, Lisa. author
Communicaton for nurses * talking with patents / Lisa Kennedy Sheldon, Janice B. Foust.—Third edition,
p .cm

Includes bibliographical references and index.

ISBN 975-1-4496-9177-6 (pbk.)

1. Foust, Janice B.. author. 1L Title

IDNLM 1 Nune-Patient Relations. 2 Communication. 3. Models, Nursing. 4. Nurses—psychology.
5. Nursing Theory. WY 88

RT23

610.730699—-dc23

2013022672

6048
Printed in the United States of Amernica

1716 1514 13 1098765432




TABLE OF CONTENTS

Acknowledgments
About the Authors

Preface

SECTION 1  SETTING THE STAGE FOR EFFECTIVE
COMMUNICATION

ONE

The First Encounter

Lisa Kennedy Sheldon
Introduction
Terminology
Theoretical Background

TWO

The Nurse as a Person: Theories of Self and Nursing

Lisa Kennedy Sheldon

INEOAUCTION vy xivessiansniismnsanssis SRR, sabermactl wuut
SIfxAWATAMESS vt xsossrivsrsstsasissssasisn (UL Rl
TheoreticaliBackgrounel des skt N
The:Nurse as a. PersOn iississsssisisasiiiieaatiintaha,
Developing as. @ NULSE iiumssssmasasisans ARSI,
SUMPNATY seavii i aia s s S AT AT S R A SRR
REFEIBICES .. i vt i A e A s R AN s

...................................................
...................................................
.....................................................................

............................................................

..................................................

........................................................
........................................................

SUMIMANY s svesvicivssssnssnsssssriedestatsaest it SR
RefereNEES: i s inicsiismssirm i e e e e




vi Toble of Contents

THREE

Patients as People: Standards to

GUIA e COMITIUNICALION taasatstatsstbetsssraretirssta s as o RrtItIoTE 27

Lisa Kennedy Sheldon
INErOAUCHION < vt steverrva e TV RE L ViR v e e RN TEEPRR v e TV OIS 28
Patient Rights... ... o e o LT e LR oW e 29
ISR O Al S AN AT TS e e res e e e e sy e ey v e 30
PrOfesSiONal:S AN AT e e e raa s e eroat s n 31
Legal S tan ang S et e e g e 32
Confidentiality s e 32
Communication and Malpractice...........ccccevuenivininnnnnnns 33
Ny e o P OAC T P 34
Code Of Ethics fOr NUFSES.........ceeeeeerssereseecaissansaanseaaaas 34
Ethical Reasoning and Decision Making ...................... 35
SUNMIATY asvetes v sie s s ray e s e e teva TS S B 37
REfEIONCES s ccssioseneviosisissaressasassanerersassanensa oassssaennrtot 40

FOUR

Cross-Cultural Communication .......ccocoievieieciniinmeesassisnnses 41

Judith Healey Walsh
IDETO UG O st ne s sxstass s eteasanaaaatanssseanshnrenbrba o nnnn Rs s 42
Culture, Cultural Competence, and Health Care........... 44
Barriers to Effective Cross-Cultural
COMINIUD  CALION it are sasetesrsne e s s 46
Strategies to Improve Cross-Cultural
ClNICal ENCOUNTEES  iri e s s sse e T T e ee st 50
L5 oo O D B T X L 53
REFETONCES : i ivsiaessasincravsesssenaines s e e ey s e saass 55

SECTION Il THE NURSE-PATIENT RELATIONSHIP

FIVE

Establishing a Therapeutic Relationship...........cccccovne 59

Lisa Kennedy Sheldon
INtrOAUCHION svv.vvasssssareetoirines e in s T e e rr e e e 60
Respect: Unconditional Positive Regard........................ 61
GONUINENESS vsvievsesverivenes e e e e e T L et reu s i or e 62

Toble of Contents  vii

TOUSEvssiciias e e N L P N BB A T e 65
Confidentiality e, s i itiictss,sussrismmisimersoritiisssodsisiistsnsis 66
The Nurse-Patient Relationship........cccoccemvicrisiviiencunns 66
Setting: BOUNCAIEs:. . versridizssidiv: ttssdsissstnistiVoasnsesicssy 71
Self-DiSCIOSUTR «..vs. cisssrieseinasisasis didsnsbtosssonseoshastntnoussss 72
UMY v fiviisniassias frorsasdsssadomvidisnsinssnshopn Anbesarsdasssria 73
REfOIONCES s isi it M acnsin s iuiasidaisasnisssshsnssnssstsudsdeins oassas 74

SIX

Interviewing Skills: A Clinical Art and Science................... 77

Lisa Kennedy Sheldon
INETOAUCHION ;v oot ot et s e bnsh o e amn et acasnssnaorsete 78
SELtNG GOAS ....c.cucuiririnisimiuirnininssasssnsrensuacsuscsssssasnanas 79
The Role of Student NUFSES.........ccciuermemsinerasussnmsnsansss 80
ACIVE LiSteNING......cerereucecncrinererensimasssasssensasscasuenensaesns 80
SHIBNICE 2= v chvaseetasssssnsosnsssisnnssssntansenseste s R sV R I O AR 83
Types Of RESPONSES ....cocvrrvrueuesermnuesarasiasesssenssssninnsanasass 84
Patient-Centered INtErVIEWING ......covereerviirnsicrcsccinnnns 85
Obijectivity
RElADINLY ...c..cueuvcvcnrnriiereinnmaeraecsane st sasiene
Styles Of QUESHIONS. ....c.cuereururarrensssnsnasesaciisisassesasanass 89
TTNIOLsvsassveensostr e T N, R s P T es e vede Jusess 91
Sl DiSCIOSUTE! v s0: s ssrorsaareesrsndsssesisasmarsmsnasuassmvenrartesson 91
SUMIMIANY .o vevecerenscsescssaransssneasasssssasesssssenssstonsiasnsaensnses 93
WEDSTEES .. 5o 2t isasesmessssoisnsasssshidasasessesuaaas ausnsavsansatssbesss 95
REfEIENCES ....esressunsunsnnsssaessssnsssnssssssonmvanssnassnnssasssassasssas 96

SEVEN

Nonverbal Communication: Cues and

[30Te VI 1o o [V o [P PP 97

Lisa Kennedy Sheldon
INETOAUCHION  <evsveivenvsssrvinssveshasssiadsssesnsasuesasdanesssnesnads 98
BOdy LaNGUAGE.....crurriearrinmmusisnssissisienssisusnssansnssssssnasss 98
SUMIMATY w.vievseerensnnsenstsesesnsassstanansnssscsasssnsusnsssasasnsses 102
WEDSILES v smnvnits riatius s Aty e fo Ryt I R fin s a R S 104
REFETOIICES . <xus50usstvssossssiantonnsthons satags ity SARTINNET NN 105



Table of Contents

EIGHT
Humor

Lisa Kennedy Sheldon and Janice 8. Foust
Introduction

Negative Humor
1] 1T L 1T B O L T o Lk e L Lt e b
Appropriate Use of Humor

1 L A N T e R A A e e T B L
References

SECTION III  SPECIFIC COMMUNICATION

NINE

Improving Quality of Care and Safety During

Transitions in Care

Janice B. Foust
INRTOTUCRION  <ieansassosnsontanarasaannesns e tee e Ee hos b s cRR LT e Font
Models to Improve Care Transitions
Targeted Assessment of Common
Transition-Related Problems..........ccccceiiiiiiinniiiinnenn.
Patient and Family Education...........c.ccocvievinieiiiinnnnne.

Communication Among Professionals
Websites

TEN
Physical Impairments to Communication
Janice B. Foust

Introduction

...................................................................
......................................................................

ELEVEN

Talking with Children: Working with Families
Esther Seibold

Background'.........occc s e
Communicating with Children

Toble of Contents

Developmentally Appropriate Communication
Nonverbal Communication

Communicating with Family Members
Summary

Websites

TWELVE

Nurses as Educators: Simulation, Communication,

and Patient Care

Judith Healey Walsh and [ennifer Mardin Small
Introduction
Simulation

SECTION IV DIFFICULT COMMUNICATION

...............................................................

THIRTEEN

Communicating About Sexual Health Needs............. 165

Teri Aronowitz
It oAUt ON e e o 166
Definttionsiy. . fann snrten N IR VSIS 167
Barriers to Addressing Sexual Health Needs................ 168
Sexual Health Assessment ..........cooceoeeieeeoreceeeeeieeenens 169
ST Ay e e s 170
Additional ResoUrcess. .. e e TR 171

FOURTEEN

Helping Patients with Pain ................... 173

Jeannine Brant
Introduction ...........ccccueen. 174
Assessment of Pain... 175
Management of Pain ...... 177
Healthcare Team Communication 180
Summary........ 180
Websites ...... 181
References 182




Table of Contents

FIFTEEN
Communication in Life-Threatening lliness and

Spiritual Care 185
Amy Rex-Smuth
Introduction TP e S 186
Life-Threatening HINeSS ... 187
Spiritual Assessment: Meeting Standards for
Patient-Centered Care S E R Ny e 188
Guidelines for Spiritual Care Interventions.......eeiees 189
AUENUVE LISTENING oo veiviriianasasnesserassiiassmanisismasssssnns 190
Presence: Communicating Caring Without
USING WOTDS .ocvoiuarinsssenssnsssansnsnissasnsisssnnssssiansssnsnsses 191
AQVANCE DITBCHIVES.....cevveiivsisesransiessinesassasssssassisnssnasans 191
Palliative Care: More Than End-of-Life Care................ 192
Grief, Loss, and MOUMMING......cviumimrmereimenemsisnssnsminas 192
SUIMIMIBIY 1-vevesseseasssrmasescassenssnssnsamsensaststsssssssssssnsasees 195
WVEDSITES caciuesvnersosans svonssnerves dieiidssvssvisrivsantssssmrssmtsontes 196
RETOIBIICOS secereatsapsssstassssaesssvisssaas tastssssasssszassasssstasasesss 197
SIXTEEN
Anger, Anxiety, and Difficult
ComMMUNICAtION SYIES ....ccviiirunraroiannssisnsnsissessasiasnnannees 199
Lisa Kennedy Sheldon
I EO I CHION) e seattsssssane ants rasseentoras csatss annmasahaceishchas 200
DGO INtOrACHONS . oa-sexasseessssorsneasessssrasisasisaantsansast 201
Interviewing DiffiCUlties. ......c.eerrinmnmsmsseressssinnncsasiens 212
DIfICUIE BERAVIOTS ooensscsesatsscssasassantassoss ses s desarsasanses 214
S XMRALY faacansss iassosnnsessatetasseneats ihinstantsataaecactchesaVetss 218
WEDSEES i...ovvoierisasis minisseee atainsar e S AR e 219
T T o bt (o Pl 320, DT T T AT 220
SEVENTEEN
Compassion Fatigue: Caring for Yourself ........................ 221
Lisa Kennedy Sheldon
Spectrum Of COMPASSION .....courimmirmressiassraassssinsnersnans 222
Compassion, Fatigue, and BUrnout ..........ccceeeereeness 223
SCILCATR.....omnminisisinnsstsits e S RSP AA T S O Vs 224
Recovering from BUMOUL.......ccceuiermmerscssssisianissssinsanss 225
STINIIANY sz c50vivsssissnsnisinssssrossasassacssscanass sV N s 225
Websitess..couiisiamiotb i imenrsteas AT IRV, 226
REJCTETICES: ... 21 0ssssesisnesisnnsnasiisne et ma st a e e LA e RS 226

Table of Contants

SECTIONV COMMUNICATING WITH OTHER
HEALTHCARE PROVIDERS
EIGHTEEN

Practicing Conflict Resolution, Negotiation,
and Interprofessional and Intraprofessional

Collaboration....... SR e Ry A ARSI 229

JoAnn Mulready-Shick and fanice B. Foust
NP O UCHIONT iavinndaissmirmassammirinsins asdisomhrephoi e st 230
Nurse-Physician Communication Challenges............ 230
Conflict Resolution Strategies..........ccoovocimmiuiuiunus 235
Intraprofessional CommuNICAtIoN ... 236
SUMMIATY s ovaoisrssssrsiivaissiovssnbraiommmtmronsinammmomes sotsmtres 242
REIOTOIICES i cieavivsracusnisioriyopsissmisrsimms o dodresertdeta o 244

NINETEEN

Electronic Communication: Media, Social Networking,

Medical Records, and EMail......ccooomomooaee 247

Sheryl LaCoursiere
INtrOQUCHION viriresesssbsrorosneovedscosinss ettt sra rus 248
SocialiNetWorking.. . oo i e o e e Sl 249
Personal, Patient, and Family Social Networking ....... 249
Professional Social Networking. 252
Medical Records .......c.cceomeemeiune = 254
EMAIL i i R caiei e 254
Conclusions.......... 255
SUMITIALY = iriasssassesns b earsaeaioreit s SR 255
Y e T PO R Pl i = 256
ROl CTONG S i e s R Aotk aar s e et e 258
Additional References..........c.ooueviiimireismeeresennnissrans 258

TWENTY

Delegation and Assertive COMMUNICALON ...evvuunrniemesnsens 259

JoAnn Mulready-Shick
L (U (e e 260
Effective Communication Standards
AN STALEGIES .. ieiresssssneesntsesssssseatbasrtoncisasaetissteassess 261
Communication Strategies: Check-Back, Call-Out,
Two-Challenge Rule, and CUS 262
Effective Delegation 265
Summary. 269
References ... 270




xii  Table of Contents

SECTION VI CONCLUSION

TWENTY-ONE
A Conclusion and a BEginning ........ccecceeeimmessuneeesnsesenees
The Nurse as @ COmMMUNICALOT .....eeeeueecensanasennmanessses




THIRD EDITION

Communication

fr NUT'SES

TALKING WITH PATIENTS

Strong communication skills are imperative as
nurses adapt to the challenges of today’s clinical
care setting—from ensuring patient safety to
evaluating the psychosocial well-being of patients.

Communication for Nurses: Talking with Patients,

Third Edition focuses on the development of strong
communication skills in an effort to prepare nurses
for complex situations as well as their own role in
reinforcing patient safety and quality care.

The Third Edition addresses the concepts of cultural
awareness, team communication, and effective
communication strategies. Other key topics covered
include electronic health records, communication
around sexuality, and self-care. The text employs

a multipronged approach consisting of evidence-
based articles, role-playing, and simulations to

help students practice and develop communication
skills for a variety of situations. As the nursing role
expands, reinforcement of effective communication
in patient safety and quality care is essential to
ensure alignment with national healthcare priorities.

o NES & BARTLETT
ARNING

An Ascend Learning Company

5 Wall Street | Burlington, MA | 01803
978-443-5000 | www.jblearning.com

”
i
&

Lisa Kennedy Sheldon

Janice B. Foust

NEW TO THE THIRD EDITION

m Electronic communication, including
electronic health records and media

m Suggested evidence-based article
readings (included in each chapter)

m Focus on the changing methods of
communication in health care

m Expanded coverage of communication
with the elderly and children

m Additional content dealing with
interdisciplinary communication

m New chapter on communication
challenges during transitions in care

m Updated references

Instructors will benefit from supplemental
materials such as PowerPoint
presentations and a Test Bank.

‘ Nursing

ISBN: 978-1-4496-9177-6

" 90000

9781449691776



