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Learning Outcome of Module 04
Upon successful completion of this course, the students will be able to:

No. (6{0)

BP103.1 To develop effective communication skills essential for diverse clinical and community health
scenarios.

BP103.2 To enhance empathetic interaction through role plays, simulations, and reflective practices.

BP103.3 To promote collaborative learning and peer feedback in communication-based tasks.

BP103.4 To encourage application of psychological principles in real-life healthcare contexts.

BP103.5 To build confidence in delivering health education and awareness activities in community settings.

LO Particular Course

Outcome Code

LO1 [Understand the meaning of professional communication in healthcare. BP103.1

LO2 Communicate properly with patients, caregivers, and healthcare teams. BP103.2

LO3 |Maintain confidentiality and obtain informed consent. BP103.3

LO4 Prepare patient records, reports, and discharge summaries correctly. BP103.4

LO5 |Understand the role of digital communication in healthcare. BP103.5
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Professional Communication in Healthcare Settings.

Introduction

Communication is an essential part of healthcare. Every healthcare professional
communicates with patients, family members, doctors, nurses, pharmacists, therapists,
laboratory staff, and many other healthcare workers every day.

Good communication helps healthcare professionals understand patients' problems, provide
correct treatment, reduce misunderstandings, and build trust. Poor communication can lead to
confusion, medical errors, delayed treatment, and dissatisfaction among patients.

Professional communication means communicating politely, respectfully, honestly, and
clearly while maintaining professional behaviour.

In healthcare, communication is not only about speaking. It also includes listening carefully,
observing body language, writing accurate records, and using digital communication
responsibly.

Meaning of Professional Communication

Professional communication is the exchange of information in a respectful, clear, accurate,
and responsible manner while maintaining professional standards.

It includes:

e Speaking clearly

e Listening carefully

e Asking appropriate questions
e Writing correct information

e Maintaining confidentiality

o Showing empathy and respect

Professional communication helps healthcare professionals provide safe, effective, and
patient-centred care.
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Importance of Professional Communication in Healthcare
Effective communication is important because it:

o Builds trust between patients and healthcare professionals.
o Improves patient safety.

e Reduces medical errors.

e Helps in correct diagnosis and treatment.

e Improves teamwork.

o Increases patient satisfaction.

e Reduces stress and anxiety.

o Improves healthcare quality.

Principles of Professional Communication

PRINCIPLES OF PROFESSIONAL COMMUNICATION

4 \ 1. RESPECT

@
\ '%“/ Treat every person with
/

s
\ & v dignity and respect.
i Value their feelings,
opinions and privacy.

2. HONESTY

o---o
Always share truthful and
accurate information.

Be sincere and transparent
in communication.

6. CONFIDENTIALITY

Protect patient information.
Share it only with
authorized persons.
Maintain privacy

at all times.

7. PROFESSIONALISM

Maintain a professional
attitude, tone, and
appearance. Stay calm,
polite and courteous.

/ "\ 3.CLARITY -
g‘ ’ Use simple, clear and
\,\ 4 understandable language.

Avoid complex or technical 4. ACTIVE LISTENING 5. EMPATHY
terms.

8. CULTURAL SENSITIVITY

Respect cultural, religious
and social differences.
Communicate in a way
that is inclusive and

Listen carefully and Understand others’ feelings :
@ )) patiently. Give full \'/ and show compassion. non-judgmental.

attention and allow the Respond with kindness
other person to express and support.
their thoughts.

* These principles help build trust, improve understanding, m
and strengthen patient care and relationships.
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Healthcare professionals should always follow these basic principles.

1. Respect: Treat every patient with dignity regardless of age, gender, religion, language, or
background.

2. Honesty: Always provide truthful information. Never hide important facts or provide false
information.

3. Clarity: Use simple words that patients can easily understand.
Avoid unnecessary medical terms whenever possible.
4. Active Listening: Listening is as important as speaking.
Healthcare professionals should:

o Listen without interrupting.

o Pay full attention.

o Allow patients to express their concerns.

5. Empathy: Empathy means understanding another person's feelings and responding with
kindness and compassion.

Example:

Instead of saying,
"You should not worry."

Say,
"I understand that this situation is difficult for you. We are here to help."

6. Confidentiality: Patient information must be kept private and shared only with authorised
persons.
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Types of Communication in Healthcare

Healthcare communication includes several forms.

1. Verbal Communication
Communication through spoken words.
Examples:

o Talking to patients
o Discussing treatment
e Giving instructions

Good verbal communication should be:

Clear

Polite

Respectful

Easy to understand

2. Non-Verbal Communication
Communication without words.
Examples include:

Facial expressions
Eye contact

Body posture
Hand gestures
Tone of voice

A friendly smile and calm voice help patients feel comfortable.
3. Written Communication
Written communication includes:

Patient records
Prescriptions
Laboratory reports
Nursing notes
Discharge summaries
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Written information should always be:

Accurate

Complete

Easy to read

Free from spelling mistakes

4. Digital Communication
Communication using electronic devices.
Examples:

Electronic Health Records (EHR)
Emails

Telemedicine

Hospital software

Video consultations

Mobile health applications

Digital communication improves speed, accuracy, and accessibility.

Communication with Patients
Patients are the centre of healthcare services.
Healthcare professionals should:

Introduce themselves.

Greet politely.

Listen carefully.

Explain procedures clearly.

Encourage questions.

Respect patient privacy.

Speak in simple language.

Confirm that the patient understands the information.
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Tips for Effective Patient Communication

e Speak slowly and clearly.

e Maintain eye contact.

e Avoid medical jargon.

o Be patient.

e Do not interrupt.

o Encourage patients to express concerns.

o Use simple examples when explaining diseases or medicines.

Communication with Caregivers
Caregivers include family members or other people who assist patients.
Healthcare professionals should:

o Explain the patient's condition clearly.
e Discuss treatment plans.

e Give medicine instructions.

e Teach home care methods.

e Answer questions honestly.

e Respect patient confidentiality.

Good communication with caregivers improves patient care at home.

Communication with Interdisciplinary Healthcare Teams
Modern healthcare is teamwork.
An interdisciplinary team may include:

e Doctors

e Nurses

e Pharmacists

o Physiotherapists

o Laboratory professionals
o Radiographers

e Dietitians

o Psychologists

e Social workers

Each member contributes specialized knowledge.
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Importance of Team Communication
Good communication among healthcare professionals:

Improves patient safety.
Prevents medical errors.
Reduces duplication of work.
Ensures continuity of care.
Improves treatment outcomes.

Characteristics of Effective Team Communication

Respect each team member.

Share accurate information.

Listen carefully.

Report patient changes immediately.
Maintain professionalism.

Resolve disagreements respectfully.

Delivering Difficult News
Sometimes healthcare professionals need to communicate serious information.
Examples include:

Serious illness

Cancer diagnosis

Death of a patient

Poor treatment outcomes
Permanent disability

Delivering difficult news requires sensitivity and compassion.
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Guidelines for Delivering Difficult News

1. Choose a private and quiet place.
2. Speak calmly.

3. Use simple language.

4. Give information gradually.

5. Allow time for questions.

6. Listen patiently.

7. Show empathy.

8. Offer emotional support.

9. Avoid giving false hope.

10. Explain the next steps clearly.

Handling Emotionally Charged Situations
Patients and family members may experience:

Fear
Anger
Anxiety
Sadness
Shock
Frustration

Healthcare professionals should remain calm and supportive.

How to Handle Emotional Situations

Stay calm.

Listen without interrupting.

Speak respectfully.

Acknowledge emotions.

Avoid arguments.

Maintain patience.

Offer reassurance when appropriate.
Seek help from senior staff if needed.
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Legal and Ethical Issues in Healthcare Communication
Healthcare communication involves legal and ethical responsibilities.
Healthcare professionals must:

Protect patient rights.
Respect patient dignity.
Maintain privacy.

Obtain informed consent.
Keep accurate records.
Follow hospital policies.

Failure to communicate properly may result in legal problems.

Confidentiality
Confidentiality means protecting patient information from unauthorized access.
Patient information should only be shared with:

o The patient
e Authorized family members (when appropriate)
e Members of the healthcare team involved in treatment

Examples of confidential information include:

Medical history
Test reports
Diagnosis
Treatment plans
Personal details

Breaking confidentiality may damage trust and violate legal or ethical standards.
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Informed Consent
Consent means obtaining permission before providing treatment or performing a procedure.
Informed consent means the patient understands:

The procedure
Benefits

Risks

Alternatives

Possible complications

Consent should be:

Voluntary

Informed

Given by a competent patient
Properly documented

Documentation in Healthcare

Documentation means recording patient information accurately.
Good documentation supports:

Continuity of care

Patient safety

Legal protection

L]
[ ]
L]
e Quality improvement

Writing Patient Records

Patient records should include:
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Patient identification
Medical history
Symptoms
Examination findings
Diagnosis

Treatment

Medicines

Progress notes




ASBASJSM COLLEGE OF PHARMACY (AN AUTONOMOUS COLLEGE) BELA

Patient records should always be:

Accurate
Clear
Complete
Timely
Confidential

Writing Medical Reports
Medical reports provide detailed information about a patient's condition.
A good report should contain:

Patient details
Clinical findings
Investigations
Diagnosis
Treatment provided
Recommendations

Reports should be factual and objective.

Writing Discharge Summaries
A discharge summary is prepared when a patient leaves the hospital.
It usually includes:

Patient information
Admission date
Diagnosis

Treatment received
Medicines to continue
Follow-up instructions
Lifestyle advice

A well-written discharge summary helps ensure continuity of care after discharge.

The Pioneer Pharmacy Institute of Punjab




ASBASJSM COLLEGE OF PHARMACY (AN AUTONOMOUS COLLEGE) BELA

Technology and Digital Communication in Healthcare
Technology has transformed healthcare communication.
Common digital tools include:

Electronic Health Records (EHR)
Hospital Information Systems (HIS)
Telemedicine

Video consultations

Mobile health applications

Email communication

Secure messaging systems

Advantages of Digital Communication

Faster communication

Easy access to patient records

Better coordination among healthcare teams
Reduced paperwork

Improved patient follow-up

Remote healthcare services

Better documentation

Challenges of Digital Communication

Despite its advantages, digital communication also has challenges:

Data privacy risks
Cybersecurity threats
Technical problems
Internet connectivity issues
Need for staff training
Risk of incorrect data entry

Healthcare professionals should use digital systems responsibly and follow data protection
guidelines.
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Qualities of an Effective Healthcare Communicator
A good healthcare professional should be:

Respectful
Honest
Compassionate
Patient
Confident
Responsible
Trustworthy

A good listener
Non-judgmental
Professional

Summary

Professional communication is one of the most important skills in healthcare. It helps
healthcare professionals provide safe, effective, and patient-centred care. Good
communication improves trust, reduces medical errors, strengthens teamwork, and supports
better health outcomes. Healthcare professionals must also understand legal and ethical
responsibilities, maintain confidentiality, obtain informed consent, prepare accurate
documentation, and use digital communication tools responsibly.
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Part A: Objective Questions (1 Mark Each)

1.Define professional communication in healthcare.

A. Communication only between doctors

B. Communication with patients using medical jargon only

C. The clear, respectful, and ethical exchange of information among healthcare
professionals, patients, and caregivers

D. Communication through social media only

2. What is active listening?

A. Speaking continuously to the patient

B. Ignoring the patient's concerns

C. Reading medical reports silently

D. Paying full attention, understanding, responding, and remembering what the
speaker says

3. Name any two types of communication used in healthcare.
A. Written and Digital

. Verbal and Non-verbal

. Formal and Informal only

. Personal and Social

COw

What is meant by confidentiality?
. Sharing patient information with everyone
. Keeping patient information private and sharing it only with authorized individuals
. Discussing patient details in public places
. Storing patient records without protection

oow» s

What is informed consent?
. Signing hospital forms without explanation
. Giving treatment without informing the patient
. A patient's voluntary agreement to treatment after receiving complete information
. Consent given only by the doctor

CowpE o

State one advantage of Electronic Health Records (EHR).
. Increases paperwork
. Makes records difficult to access
. Provides quick and accurate access to patient information
. Eliminates the need for healthcare professionals

CowrE S

7. Who are caregivers in healthcare?

A. Only doctors in hospitals

B. Only nurses in clinics

C. Medical equipment suppliers

D. People who provide care and support to patients, such as family members or
healthcare professionals
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8. Mention any one quality of an effective healthcare communicator.
A. Impatience

B. Empathy

C. Carelessness

D. Rudeness

9. What is a discharge summary?

A. A list of hospital expenses only

B. A record of staff attendance

C. A document summarizing a patient's hospital stay, treatment, and follow-up
instructions

D. A prescription for hospital staff

10. Name one digital communication tool used in healthcare.
A. Blackboard

B. Notice board

C. Email

D. Printed newspaper
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Part B: Short Answer Questions (3 Marks Each)

Explain the importance of professional communication in healthcare.

Differentiate between verbal and non-verbal communication with suitable examples.
Discuss any three principles of professional communication.

Explain the role of empathy in patient communication.

Describe the importance of communication with caregivers.

Explain the importance of teamwork in interdisciplinary healthcare communication.

What precautions should be taken while delivering difficult news to patients or their
families?

8. Explain the meaning and importance of confidentiality in healthcare.

9. What is informed consent? Why is it necessary before treatment?

10. Write a short note on digital communication in healthcare.

Nk W=
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Part C: Long Answer Questions (5 Marks Each)

1.

2.

10.

Define professional communication. Explain its importance in healthcare settings with
suitable examples.

Describe the different types of communication used in healthcare. Explain each with
examples.

Discuss effective communication with patients, caregivers, and interdisciplinary
healthcare teams.

Explain the steps involved in delivering difficult news and handling emotionally
charged situations.

Discuss the legal and ethical issues involved in healthcare communication.

Explain confidentiality and informed consent. Why are they important in healthcare
practice?

Describe the importance of patient documentation. Explain how patient records,
medical reports, and discharge summaries should be prepared.

Discuss the role of technology and digital communication tools in modern healthcare.
Mention their advantages and challenges.

Explain the qualities of an effective healthcare communicator. How do these qualities
improve patient care?

Discuss the role of professional communication in improving patient safety, treatment
outcomes, and healthcare quality.
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