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Safety and quality of care
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Non-Technical Skills (NTS)
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Non-Technical Skills (NTS)

Anaesthetists’ Non-Technical Skills (ANTS)
Non-Technical Skills for Surgeons (NOTTS)
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Typical NTS training topics

e Performance shaping factors

e Planning, preparation and prioritization

e Situation awareness and perception of risk
e Decision-making

¢ Communication

e Teamwork and leadership
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Communication?




Communication

Definition

the process of sending and receiving messages
through verbal or nonverbal means

*speech, or oral communication
*writing and graphical representations

(such as infographics, maps, and charts)
*behavior
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Communication Skills

“Born with Communication”

It is a skill that can be
taught and improved
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Communication style

By Lucio Buffalmano
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4 COMMUNICATION STYLES

Sana Powell, M.A., LPC (©) curly_therapist

PASSIVE PASSIVE AGGRESSIVE

indirect communication
denies difficult emotions
indirectly expresses anger

e indirect communication
e denies personal needs

e apologizes for emotions
e defers to others' opinions backhanded compliments
e minimizes one's experience denies there is a problem
e prioritizes others' emotions e feigns cooperation

@curly_therapist

ASSERTIVE AGGRESSIVE

e direct communication e inappropriately honest

e gppropriately honest dominates others

e advocates for oneself does not listen well

e utilizes "I" statements criticizes or blames others
e |istens & doesn't interrupt low frustration tolerance
e expresses emotions only uses "you" statements
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Communication: categories of skills

Perceptual
skills

Process
skills
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Communication Process
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Communication: categories of skills

Content skills

“the language and the information”
"knowledge-based
"appropriate questions and responses
"accurate information gathering and explanation

"clear discussion of investigation and treatment based on
knowledge
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Communication: categories of skills

Content skills

»avoiding technical language

»using a level of explanation appropriate to the relative’s
understanding
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Communication: categories of skills

Process skills

“how a meeting is structured”
=sskills-based
sverbal and non-verbal communication
srelationship building

"organizing and structuring the communication
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Communication: categories of skills

Process skills

“how a meeting is structured”
1. techniques of signposting
Ex: moving on to, now let’s turn to, let me elaborate on,
let me repeat that
2. agenda setting
3. summarizing
4. checking understanding
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Communication: categories of skills

Perceptual skills

“recognizing and dealing appropriately

with feelings and emotions”

"attitude-based What do you think and feel?

sclinical reasoning and problem-solving skill
=attitude toward to the patient

"feeling and thoughts about the patient
=awareness of the internal biases
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Assertiveness

Communication and assertiveness: we.un.sgwa wasys (13/12/66) Slide 29/35



Key components of assertiveness skill

Clarity: BeinMcate and why.

Confidence: Feeling confident and self-assured in your
communication.
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ldentify your communication style

Practice saying "no“

Use "I" statements instead of "you" statements when communicating your needs
Express your needs clearly

Listen actively: Listen to others' perspectives and respond to them respectfully

Seek support: If you find it challenging to improve your assertiveness skills
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The obstacles of improvement

Fear of conflict
Lack of self-awareness
Cultural or social conditioning
Low self-esteem
Lack of practice
Cognitive distortions
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Effective communication

"Improve health outcome

"Improve patient’s satisfaction

"Improve job satisfaction
=sReduce error

"Reduce misunderstandings, distress

"Reduce negligence claims
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Barriers of communication

® Gender Barriers

® Physical Barriers

: ® Lack of focus and
@® Attitude Barriers eye contact

Barriers of
c'ﬂmm unication ® Emotional Barriers

® Fear of mistakes

@ Psychological Barriers

® Cultural Barriers

@ Perceptual Barriers
Language Barriers

® Feedback lssues
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Conclusion

» Competency in communication is a core
clinical skill

» Must be taught, tested, and practiced
regularly

» Categories of communication skills consist of
content skills, process skills and perceptual skills
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