
Improving Communication 

Communication is crucial in providing quality patient care. 

 First impressions are important.  It takes just one-tenth of a second for someone 

to judge and make their first impression. 

o Greet patients with a friendly smile and introduce yourself. 

 Recognize that it may be difficult for patients to disclose personal information and 

establish a trusting relationship with their healthcare provider. 

o Patients may feel anxious, skeptical and embarrassed about their visit. 

o Plan for a time buffer when delivering news that may be emotionally 

overwhelming. Consider asking the patient to repeat the information you 

have delivered as they may be limited in the amount of detailed 

information they can understand and retain in an emotionally charged 

situation. 

Listen to your patient. 

 Allow the patient to share their concern without interruption. 

 A slight nod of agreement or a subtle “uh huh” shows that you hear what they’re 

saying. 

Let your body do the talking. 

 90% of communication is visual. 

o Avoid nonverbal cues that suggest superiority–standing above the patient, 

crossing your arms as you speak, steepling your fingers, peering at them 

over the top of your glasses. 

 Facial expressions can be important. There are 3 basic types: 

o Closed: Furrowed brow, rough voice → implies defensiveness 

o Neutral: Shows little or no expression → implies that person doesn’t care 

o Open: Raised eyebrows, looks patient in the eye, smiles, sits at eye level, 

open arms, show arms, show palms, keep feet firmly on ground bracketing 

the patient → implies that person is receptive and interested. 

 Watch for signs of patient distrust. 

o A tilted head or crooked smile suggests distrust. 

o Crossed arms suggest patient is non-receptive. 

o Squinted eyes suggest frustration, even anger. 

 

Follow up with questions and clarifications. 

 When speaking choose clear, simple statements. 

 Keep acronyms and healthcare jargon to a minimum if possible. 



 Match the patient’s tone and volume, when calm. 

 Ask clarifying questions when necessary. 

o Helps them know you heard the message. 

Bottom line: Easy, open, warm communication helps a provider appear engaged and 

dependable, sets the patient at ease, and is the basis of a strong relationship, which 

leads to an improved patient experience. 


