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Presenter
Presentation Notes
VCA client with a bill of 8000.00, client went to the media and VCA covered it.
Weekly basis, clients not feeling informed….. Look at the PP re. Client perspective and our assumption that....Rick DeBowes comment t........
How do we communicate with a co-worker
How does this impact a practice
We have gold standard medicine and can offer everything, it’s almost overwhelming how many options we have. I thought we were just going to monitor and now I have an 8000.00 bill.....
It’s almost paralyzing how much info we have to give, not all people have a good sense of animal care, they don’t understand so they sign a piece of paper but don’t understand.
Clients send doctor information and they want Terri to read it. Clients are insulted if vet doesn’t involve them in the plan.
Told Terri story about Suzanne Broughton loving CUPS b/c it’s basic medicine versus having to offer so much and give client a recommendation to see a specialist

Puppy fell down, sent xrays off to boarded radiologist and boarded surgeon.
Have to be able to work without feeling paralyzed
Can’t do anything without calling a specialist.
Lots of melimmeals that want everything. 
Better be communicting. This is going to cost you 50.00 and sending x-rays off will cost another 75

Standard of care of SOOOOO high, better be able to undersatnd what the owenr wants. 
Can’t make assumptions, assumptions unchecked are largely wrong. 

I have 45 minutes.

Marie
Cindy
Someone talking about corporate practice [Gudrun Ravetzz]




OBJECTIVES

E\What's contributed to the uptake of communication in
veterinary education & practice?

E\Why bother?
EHow and what communication skills are being taught?

E Where are we headed?
EHow do we maintain clinical communication skills

throughout a career?




TOP 10!

What are the top 10 reasons for
having good communication skills in
veterinary practice, and beyond?




Evidence-Complaints

50-82% of complaints related to communication

problems:
Client was misinformed
Consent was not obtained
Client felt disrespected
Client felt like opinion did not matter
Procedure was not explained

College of Veterinarians of Ontario (2010); AVMA-PLIT (2016)




Evidence: Gap between what clients’ want
& what they are getting

e VVeterinarians scored low In:

ediscovering the clients views & expectations
eexploring the disease and the illness experience
© feelings, ideas, expectations,

® checking for understanding,

® encouraging questions.

® Doctor’s think they are doing better with clients than clients perceive them to
be.

(Nogueira, Adams, Shaw et al 2018)




Evidence- Anatomy of the Interaction

Data gathering

Primarily closed questions
13 closed questions
2 open ended questions
No open-ended questions in 25% of interviews
6% (2014); 9% (2004)

Empathy

In building relationships with clients
Expression of empathy is infrequent
Empathy statements in only 7% of appointments

(Shaw, Adams, Bonnett 2006)



Presenter
Presentation Notes
Evidence based work that came out of Ontario involving 300 visits; real clinics; real clinics
Vets intent is to be empathic and this research shows that this is an area where enhancing communication skills can improve our ability to demonstrate this.


Evidence-Interruptions

ePower of the Pause
e|nterruptions in 55% of visits
®72% of clients did NOT complete their response

e\/eterinarians interrupt clients within:
®15.3 seconds

Dysart, L, Coe, J, Adams, C 2011




Evidence: “Oh, by the way...”

Not eliciting the clients concerns at the beginning of
the appointment increased the odds (4x) of a
concern arising during the closing segment of the
Interview.




Overall goal of communication
skills teaching & learning

Improving communication in practice to a professional level
of competence

*Behavior = what we do anyway
VS

*Professional competence =
MNawareness & attention
Nintentionality
MNability to reflect on & articulate

and it’ s evidence based




Framework 1




What skills/activities are important during
each component of a consultation?




FRAMEWORK: Calgary-Cambridge Guide
I I
] ]

Initiating the Session

Adams C, Kurtz S 2017



Types of Communication Skills

EContent - what you say

EPerceptual skills - what you think or feel
Thought process (problem solving, reasoning)
Attitudes, biases, intentions, assumptions
Emotions

B Process skills - how you communicate
How you structure talk
How you relate to peers, colleagues, professors, other
leaders, clients, patients
Nonverbal skills

Adams & Kurtz 2017




Framework 2




Approaches to communication

E Shot-Put Approach
the well-conceived, well-delivered message is all that matters
emphasis on telling, feedback not in picture

EFrisbee Approach

2 central concepts

B confirmation = to recognize, acknowledge or endorse another
B mutually understood common ground

emphasis on interaction, feedback, relationship

A Barbour 2000



Presenter
Presentation Notes
Broadly speaking there are basically 2 approaches to defining ‘effective communication’


Framework 3




Paradigm Shift

Veterinarian- » Relationship-
centered centered



Presenter
Presentation Notes
Paradigm shift


Relationship-Centered Care

Interactions between the entire veterinary team and the
client are characterized by collaboration between partners
resulting in the creation of a joint venture dedicated to the

health of the animal.



Presenter
Presentation Notes
Although that study came from human health care, but think about it, relationship centered care is the foundation for the veterinary profession.


Does Relationship Centered
Communication take more time?

Veterinary-client-patient visits that were narrowly
biomedical were significantly longer (11.98 minutes)
than relationship centered or bio-lifestyle-social
communication oriented appointments (10.43 minutes).

(Shaw, Adams, Bonnett, 2014)




Evidence-Adherence
Adherence to dentistry & surgery recommendations

N=350

83 Interactions, 30% adhered

1. Adhering clients were more satisfied
2. Interactions resulting in adherence had higher scores for
RCC than those leading to non-adherence




Veterinarian Satisfaction:
Build a Relationship

Veterinarians who used communication skills that build
relationship including empathy, greater amount of
conversation, were more satisfied.

Veterinarian satisfaction was positively associated with
the quality of the vet/client/patient relationship, positive
talk, high self-esteem and more balanced interactions
with clients

(Shaw, Adams, Bonnett 2012)




Building a Relationship

Kinnison et al. (2014) showed the importance of teams in
veterinary practice noting that understanding how to
work collaboratively and inter-professionally improved
team performance patient outcomes and practice
success

Pollard-Williams (2014) show that empathy toward
animals declines within years 1-5 of being in practice and
that workplace negativity was strongly correlated with
this decline




Special Report

The role of veterinary team effectiveness
in Job satisfaction and burnout
in companion animal veterinary clinics

Irene C. Moore, DVM, Msc; Jason B. Coe, bvM, php; Cindy L. Adams, Msw, phD;
Peter D. Conlon, DvMm, PhD; Jan M. Sargeant, DVM, PhD




So, what does this have to
do with teaching
communication In
veterinary school and
beyond?




Can’ t have one without the other...

Biomedical Tasks


Presenter
Presentation Notes
Clinical care calls upon the veterinarian to develop and utilize specific skills.  Knowing about a topic is insufficient.  Skills call for action.  The biomedical skills are essential.  In some ways they can be boiled down to two domains -- being able to find out what is going on with an animal, and if possible to make the situation better, to fix it.


Can’ t have one without the other....

Communication Tasks

73 skills
organized
around an
expanded
framework


Presenter
Presentation Notes
Similarly, there are a set of communication skills that are omni-present in the work of the veterinarian.
The clinician has to be able to engage the client and to understand the problem from the client’s perspective.  This engagement is what makes the relationship with the client possible.
The client is going to have an emotional response to the situation.  The clinician has to be able to elicit this response and empathize with it.
Our focus today will be on these two skills.
There are two other skills that are also critical.  We will address these in later modules.  Each is unique and has specific techniques associated with it.
The client must be educated about the situation, the options, and the part that the client plays in remedying the situation.
It is not sufficient to simply present the information.  The client must be invited into the decision making process, and the nursing that the animal requires.  The client must be enlisted as a partner in the care of the animal.




What does it take to

teach/learn communication
skills?




What it takes to learn communication skills?

Knowledge does not translate directly into performance

Essentials needed to learn skills, change behavior:

o Systematic delineation & definition of skills
 Observation

 Well-intentioned, detailed, descriptive feedback
* Practice and rehearsal of skills

* Planned reiteration and deepening of skills

Small group or one-on-one format




FRAMEWORK FOR Professional Interactions

] Initiating the Session ]

Kurtz, Silverman, Draper, 2005



INVETERINARY MEDIGINE

- CINDY L ADAMS & SUZANNE KU

i

Christoph K W
Anthony L Suchman

Adams CL and Kurtz S (2017)

Skills for Communicating in
Veterinary Medicine

Otmoor Publishing, Oxford &
Dewpoint Publishing, New York


Presenter
Presentation Notes
Happily I won’t talk about all 700 references in this talk
On to how we think about communication and compliance


What does it take to enhance communication?

« Simulated clients

 Practice-based
scenarios

e Skills-based
coaching

e Feedback




Simulated & Real Clients

Trained
Real cases







Coach

ePartner with you to
achieve success
eEncourage you to
perform at a higher level

*\Who are they?
sFaculty

*AHT’S
*Practitioners
eIndustry partners




Small group members

*Provide specific, concrete
feedback

*Suggest different
approaches to try




Setting the Stage

Case Interactions




Routine wellness visit: Canine
Student Instructions

You are a first year student shadowing the practice owner at
your local veterinary clinic. The veterinarian is finishing up
with another appointment and has asked you to meet with
his next client, to gather information regarding the reason for
the visit.

Using the skills of the C C G, have a conversation with the
client in order to gather the information that you think the
veterinarian will need.

You have 15 minutes to complete your task




Active coaching technigues:

Time-out
Seek advice or direction
Provide an alternative approach

Rewind

Return to a certain point in the interview
Try a different approach

Client Voice

1 question “what are you thinking/feeling”




Goals of Effective Communication

Ensuring increased

Accuracy
Efficiency
Supportiveness

Enhanced satisfaction
Improved outcomes
Collaboration & partnership




Mentorship in Practice: What and
How?

Practices can adapt what's being done in vet med
curricula for the practice setting

Need mentoring In practice to move communication
to a professional level of competence

Evidence-based frameworks can and should be
used to achieve essential outcomes in practice

Skills and approaches can be adapted for use with
all members of the practice team




Mentoring, Feedback, Communication CE or on-
site training is critical for practice success

e Coaching and Feedback: Enhancing Communication Teaching and Learning in Veterinary
Practice Settings

e CindyL. Adams n Suzanne Kurtz, JVME 2012

ABSTRACT

Communication is a critical clinical skill closely linked to clinical reasoning, medical problem solving, and significant out-
comes of care such as accuracy, efficiency, supportiveness, adherence to treatment plans, and client and veterinarian
satisfaction. More than 40 years of research on communication and communication education in human medicine and,
more recently, in veterinary medicine provide a substantive rationale for formal communication teaching in veter- inary
education. As a result, veterinary schools are beginning to invest in communication training. However, if communi- cation
training is to result in development of veterinary communication skills to a professional level of competence, there must be
follow-through with effective communication modeling and coaching in practice settings. The purpose of this article is to
move the communication modeling and coaching done in the “real world” of clinical practice to the next level. The
development of skills for communication coaching and feedback is demanding. We begin by comparing communication
coaching with what is required for teaching other clinical skills in practice settings. Examining both, what it takes to teach
others (whether DVM students or veterinarians in practice for several years) and what it takes to enhance one’s own
communication skills and capacities, we consider the why, what, and how of communication coaching. We describe the use
of teaching instruments to structure this work and give particular attention to how to engage in feedback sessions, since
these elements are so critical in communication teaching and learning. We consider the preconditions necessary to initiate
and sustain communication skills training in practice, including the need for a safe and supportive environment within which
to implement communication coaching and feedback. Finally we discuss the challenges and opportunities unique to
coaching and to building and delivering communication skills training in practice settings.

Key words: communication skills, veterinary medicine, primary-care practice, coaching, feedback, Calgary-Cambridge Guide



Mentorship in Practice: What and How?

Preconditions are necessary:

e Supportive work environment

e Hiring practices that screen for relational
competence

 Time to coach and be coached

 Ways to record/observe interactions

« Training for the coaches




Summary

 Evidence is helping to move communication from
being a minority sport to a mainstream activity

 There are evidenced based methods for teaching
communication and changing behavior

« Veterinary education must integrate communication
throughout the curriculum

« Communication coaching at the practice level is
doable and critical




Improving Animal & Practice Health:

Veterinary Communication Summit

Banff Centre in Banff, Alberta
April 26 - 28, 2019

PLUS

Communication Skills that Work
April 25, 2019
University of Calgary, Alberta
WWW.ICCVM.COM



http://www.iccvm.com/
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