KC 4 Communication Skills

Competent
Communicates effectively face-to-face and over the phone



Has ability to deal with difficult situations, eg bereavement



Works well in a team, shares information appropriately



Receives feedback about their OOH performance

Proficient
Able to elicit all relevant information without prior information



Makes appropriate decisions with appropriate timescales



Involves patients in decisions where appropriate



Respects other team members



Willing to learn, willing to support colleagues

Aim: To develop confidence and ability to use telephone consultations. 

Ask GPR to draw up grid of pros & cons of phone vs face-face consulting

	Telephone
	Face-to-face

	Advantages

Deal with a greater workload 

Easier when patients only want reassurance

More convenient for patient

May speed decision making in acute situations

Disadvantages

History only 

No previous relationship 

Not necessarily talking to the patient 

More difficult to establish rapport 

Easier to put people off 

Easier to push doctor's agenda 

Voice recording (does this change the nature of the consultation?) 

More difficult to assimilate information 

Difficulty interpreting symptoms & signs 

Patient expectation - people expect visits 

Misunderstandings may occur 

Difficulties are less if your own patient. 


	Advantages

Face to face 

Opportunity to examine 

Body language / physical pointers 

Easier to communicate

Harder to avoid the problem 

Easier to establish rapport & empathy 

Can observe other aspects (social / family) 

Disadvantages

More time-consuming

Encourages dependence on face to face contacts advice alone may encourage self-reliance

Opportunity to bring up “while I’m here doc”

Infectious diseases – increases transmission


· Be positive - 
“Come down and we'd be delighted.....”



“ You’ll be seen much faster / without delay”

· Be flexible and be prepared to back down rather than argue

· Consider medico-legal aspects including confidentiality - Is this the patient ? If not why not ? 

Improving The Telephone Consultation 

(based on Roger Neighbour)

Ask the GPR to observe during phone consultations. Neighbour’s model is useful for observing what is happening in phone consultations. Ask the GPR to record what they see happening under Neighbour’s categories.

Connecting

Use any available records – “Special Notes”, previous call-slips

Try and answer call in quiet place 

Introduce yourself: who : where from (surgery: co-op etc.) and confirm patient details

Establish identify of caller, relationship to patient.

Try to talk to the patient themselves

Remain calm & polite: voice tone: speed of speech: right frame of mind 

Enquire about reason for call and elicit any other relevant information 

Find out patients (callers) expectations / worries 

Summarising

Clarify mutual agreement – check that you have understood the problem

Reassure the caller that you are listening 

Signal moving on to another phase of the call

Handing Over

Make a plan with patient 

Check advice understood / ask caller to repeat 

Summarise & reflect problem and plan

Safety Netting

Offer follow up and how / when to access it 

End positively and clearly 

Housekeeping

Make notes and housekeeping 

Take time to reflect and discuss problems

Telephone Consultations - Exercises

Take 10-15 minutes to compare telephone vs face-to-face consultations. Think about the advantages and disadvantages of each of these

	Telephone
	Face-to-face

	Advantages

Disadvantages


	Advantages

Disadvantages




Improving The Telephone Consultation (based on Roger Neighbour)

Consultation models are equally applicable to telephone consulting. This is an example based on Roger Neighbour’s “Five Tasks”. Under each of the tasks, consider what you are trying to achieve with a telephone consultation

Connecting

Summarising

Handing Over

Safety Netting

Housekeeping

Other discussion points

· What do you do when you cannot reach agreement?

· What do you do when you feel frustration and anger?

· What makes a good safety net?

