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1) Explain why building trust with patients and families is more important now than ever

2) Describe relationship-centered communication strategies that promote trust 

3) Commit to implementing a relationship-centered communication skill in clinical practice

Objectives OHSU 
CPD
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Trust 

"Trust" by schmollmolch is licensed under CC BY 2.0.

OHSU 
CPD

https://www.flickr.com/photos/26045503@N05/3388570838
https://www.flickr.com/photos/26045503@N05
https://creativecommons.org/licenses/by/2.0/?ref=openverse
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Trust Me. I’m a Professional.

"Lucy's first pediatrician appointment" by squant is licensed under CC BY-SA 2.0.

OHSU 
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https://www.flickr.com/photos/49858887@N00/2720608897
https://www.flickr.com/photos/49858887@N00
https://creativecommons.org/licenses/by-sa/2.0/?ref=openverse
https://creativecommons.org/licenses/by-sa/2.0/?ref=openverse
https://creativecommons.org/licenses/by-sa/2.0/?ref=openverse
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Source: KFF Tracking Poll on Health Information and Trust (April 8-15, 2025)

KFF Tracking Poll on Health Information and Trust
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Why Does it Feel Like We Are Losing Trust? 
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CPD



8 Department or Presentation Title 

Trust Imperiled? 
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This Problem Feels Bigger than Me – What Can I Do? 

Photo by cottonbro studio: https://www.pexels.com/photo/brown-cardboard-boxes-on-brown-wooden-floor-4553182/
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AAP President Kressly Calls for Practical Approaches and Humility

“As trust and confidence in 
medical organizations, science 
and health care 
recommendations erode, we 
need to take a look at what 
part we play in this trend. If 
we are going to serve the 
needs of every child, we must 
check our egos, acknowledge 
our biases and be open to 
change. As pediatricians, we 
are more than capable of doing 
this.”

OHSU 
CPD
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Small Steps Towards Big Change 

Making big changes to 
address BIGGER problems is 
difficult…

What Can We Do in Our 
Everyday Clinical Work? 

OHSU 
CPD
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▪ The Medical Interview?

- Can feel physician-focused

▪ Formulating the Diagnosis 

- Can feel detached from patient experience and seem 
mysterious

▪ Sharing Information

- Opaque and unnecessarily complex

Pitfalls in the Typical Approach to Clinical Encounters 

OHSU 
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Relationship-Centered Communication

- Acknowledges clinician’s expertise 

- Acknowledges patient’s perspectives and preferences

- Allows clinicians and medical teams to connect with patients, 
families, and the emotions brought to encounters

- Focuses on the space between patient/family and clinician

Chou et al Communication Rx 2018. 
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- A few words about physician-patient communication

- Fundamental Skills of Effective Relationship-Centered 
Communication (RCC)

Road MapOHSU 
CPD
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Communication: The Most Common Procedure 

• How many patient interactions in your career?

 > 200,000 in a lifetime

• Less deliberate training, practice, and feedback than other less 
common procedures 

• Computers/technology add complexity and volume

Chou et al Communication Rx 2018. 
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▪ For Patients 
• Diabetes glycemic control

• Pain management

• Overall patient satisfaction

Better Outcomes with Communication Skills Practice

•  For Clinicians 

• Physician engagement

• Physician satisfaction

• Reduced medical 
malpractice risk

Levinson et al, Health Affairs 2010; Dwamena et al, Cochrane Database Syst Rev 2012; Hojat et al, Acad Med 2013; 
Kennedy et al, Pat Experience J 2014; Safran et al, J Fam Pract 1998; Stewart et al, J Fam Pract 2000; Levinson et al, JAMA 
1997; Krasner et al, JAMA 2009
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Set the Stage
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▪ Introduce yourself (and teammates), including your 
roles, to everyone involved

▪ Acknowledge wait

▪ Make a social comment

▪ Reference a prior encounter or personal information

▪ Attend to comfort

▪ Adapt language, pace, and posture

Build rapport quickly 

Wallace et al, Journal of Surgical Research 2009. Swayden et al Patient Education Counseling 2012
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Acknowledge Barriers

• Active illness

• Immediate discomfort/needs

• Presence of others

• Language/literacy barriers 

• Physical environment

• Introduce computer & use the 
computer to engage the person 

• Recognize emotional moments and 
stop typing 

OHSU 
CPD
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Understand Why Your Help is Needed

OHSU 
CPD
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Elicit ALL Concerns: Get the List! 

-How many concerns does the 
average patient bring?

2 per visit

-If you get the full list up front:
-It makes you more efficient

-You uncover hidden “chief 
concern,” which they may not 
share first

Marvel et al, JAMA 1999; Heritage et al, JGIM 2007
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Eliciting All Concerns

Examples: 
“Before I get into my questions, what 
would you like to be sure we talk about 
today?”

“Before we begin, I’d like to get a list of 
what you’d like to go over today.”

And then: 
“What else?” until all concerns 

exhausted – before delving further

OHSU 
CPD
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Summarize and Negotiate the Agenda

Summarize the list

“We’ve got the new wheezing, and the allergy test 
results”

Establish patient’s priorities 

“Where would be the most important place for you to 
start?”

State your clinical concerns 

“I’m most concerned about the wheezing you 
mentioned as well.  Like you, I’d like to review the 
allergy test results. 

I also need to review your daughter’s medications”

Offer a plan

“Can we start with the wheezing, then to the allergy 
test results, then review the meds?”

OHSU 
CPD
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…and respond with empathy 

Elicit The Patient and 
Family’s PerspectiveOHSU 

CPD
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Listen to Understand 

Chou et al. Communication Rx 2018. 
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How quickly do you think we 
interrupt our patients?

A) 10 seconds

B) 20 seconds 

C) 60 seconds

D) 90 seconds 

18- 23 seconds

Pop Quiz #1

Chou et al. Communication Rx 2018. 
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How long do you think patient or 
family will speak if given the 
opportunity?

A) 90 seconds 

B) 30 seconds 

C) 2 minutes

D) 5 minutes

E) Clinic is over. Still talking.

Pop Quiz #2

Chou et al. Communication Rx 2018. 
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▪ Begin with an open-ended request / question

– “Tell me all about your feeling light-headed.”
– “What can you tell me about your belly pain?” 

▪ Listen attentively and mostly silently

▪ Resist the urge to jump to questions

▪ Consider adding reflections without fixing

– “Wow. That sounds really challenging.”

Open the Conversation

Chou et al. Communication Rx 2018. 
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Ideas
    “People often have ideas of what might be causing their 

symptoms. Do you have ideas of what might be causing 
your belly pain?”

Concerns
“What are you most concerned about with how you’ve been 
feeling?”

Expectations
    “What were you hoping to get out of today’s visit?”

Elicit the patient’s perspective: 
Ideas, Concerns and Expectations

Stewart et al, 1995; Kleinman and Benson, 2006; Chou et al, 2018
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Respond with Empathy

• Become skilled at picking up 
cues and clues
• Verbal 

• Nonverbal

• Look for opportunities to 
express brief empathy

OHSU 
CPD
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Use:

• Pause

• Touch

• Facial expression

• Tone of voice

• Space

Convey empathy nonverbally

Ambady et al, Surgery 2002; Riess et al, JGIM 2014
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▪ Partnership: Let’s work together on this.     

▪ Empathy/Emotion: I imagine how frustrating this is 
for you.

▪ Apology: I’m sorry to hear how difficult this is.     

▪ Respect: I give you a lot of credit for getting through 
this as you have.

▪ Legitimization: Most people in your position would 
feel this same way.

▪ Support:  I’m going to stick with you through this. 

PEARLS© statements
 

Chou et al, Communication Rx 2018. 
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Empathy Enhances Efficiency

Made empathic 
statements

Didn’t make 
empathic 
statements

Internists 17.5 min visits 20 min visits

Surgeons 12.5 min visits 14 min visits

Levinson et al, JAMA 2000; Hojat et al, Acad Med 2011
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Transition to Clinician-Centered Part of Interview

• Check accuracy with a brief summary
– It sounds like you’re dealing with [problem] and you are worried it 

could be [idea/concern]”

• Indicate that both content and style of inquiry will 
change, if patient is ready
– Next I want to ask you some more detailed questions to help figure 

out what is going on, and then I will do a physical exam to check 
out parts of your body that may be affected. Ready for those next 
steps?”

• Continue with collecting the medical history and 
performing physical exam

• Don’t stop connecting and empathizing!

OHSU 
CPD
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Communication 
can be taught, 
like any procedure …

• Skills can be learned & taught

• Mastery requires deliberate practice and feedback

• Think about “Sharpening the saw” or tuning your bike 

Ericsson, Acad Med 2004; Tulsky, J Pall Med 2005; Dwamena et al, Cochrane Database Syst Rev 2012

OHSU 
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Resources to take it to the next level 

At OHSU! TalkOregon Workshops through 
Programs in Compassionate Communication 
(https://www.ohsu.edu/center-for-
ethics/talkoregon)

OHSU 
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▪ Look for opportunities to introduce these concepts to your 
learners

▪ Helpful for observers as well as more independently-
functioning trainees

▪ Learning settings

– Clinical practice with precepting (e.g. activated 
demonstration) 

– Brief didactics and skills workshops for Peds residents

– Incorporate into clinical skills learning labs for pre-
medical and medical students 

Learning to Teach. Teaching to Learn.

OHSU 
CPD
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▪ Build rapport quickly and deliberately

▪ Acknowledge barriers

▪ Get the full list of concerns

▪ Negotiate a shared agenda

▪ Open the conversation with an open-ended question

▪ Attentive and reflective listening

▪ Elicit perspectives through Ideas, Concerns, Expectations

▪ Look for emotion, respond with empathy (e.g. PEARLS) 

What RCC skill will you try for building trust? 

OHSU 
CPD
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Please feel free to contact me:

Eric Crossen 

ecrossen@health.ucdavis.edu

Thank you! OHSU 
CPD



42 Department or Presentation Title 

References 

KFF Health Tracking Poll/KFF Tracking Poll on Health Information and Trust (April 8-15, 2025). https://www.kff.org/health-
information-trust/kff-tracking-poll-on-health-information-and-trust-vaccine-safety-and-trust/

Littrell, Austin. (2025, June 27). In a crisis of public health trust, patients still rely on their doctors. Medical Economics. 
https://www.medicaleconomics.com/view/in-a-crisis-of-public-health-trust-patients-still-rely-on-their-doctors

Blendon, R and Benson. Trust in Medicine, the Health System & Public Health. Daedalus 2022. 151 (4): 67–82. doi: 
https://doi.org/10.1162/daed_a_01944

Melchinger H, Omer SB, Malik AA (2025) Change in confidence in public health entities among US adults between 2020–2024. 
PLOS Glob Public Health 5(6): e0004747. https://doi.org/10.1371/journal.pgph.0004747

NORC at the University of Chicago, General Social Surveys, “Confidence in Medicine,” 1973–2021.

Kressly, Susan. (2025, September 1). Humility can help restore trust in science, health care. AAP News. Letter from the President. 
https://publications.aap.org/aapnews/news/32875/Humility-can-help-restore-trust-in-science-health

AAP. Teens on Doctor Trust (2025, July 30). https://youtube.com/shorts/WctqrqLqwbQ?si=QbBEm096Uz6umOIT

Chou, C et al. Communication Rx: Transforming Healthcare Through Relationship-Centered Communication (2018). The Academy 
of Communication in Healthcare. McGraw-Hill Education. www.communicationRx.org

Dwamena, F. et al. “Interventions for Providers to Promote a Patient–centred Approach in Clinical Consultations,” Cochran 
Database System Review. (2012): CD003267

Levinson W, Lesser CS, Epstein RM. Developing physician communication skills for patient-centered care. Health Aff (Millwood). 
2010 Jul;29(7):1310-8. doi: 10.1377/hlthaff.2009.0450. PMID: 20606179.

OHSU 
CPD

https://www.kff.org/health-information-trust/kff-tracking-poll-on-health-information-and-trust-vaccine-safety-and-trust/
https://www.kff.org/health-information-trust/kff-tracking-poll-on-health-information-and-trust-vaccine-safety-and-trust/
https://www.kff.org/health-information-trust/kff-tracking-poll-on-health-information-and-trust-vaccine-safety-and-trust/
https://www.kff.org/health-information-trust/kff-tracking-poll-on-health-information-and-trust-vaccine-safety-and-trust/
https://www.kff.org/health-information-trust/kff-tracking-poll-on-health-information-and-trust-vaccine-safety-and-trust/
https://www.kff.org/health-information-trust/kff-tracking-poll-on-health-information-and-trust-vaccine-safety-and-trust/
https://www.kff.org/health-information-trust/kff-tracking-poll-on-health-information-and-trust-vaccine-safety-and-trust/
https://www.kff.org/health-information-trust/kff-tracking-poll-on-health-information-and-trust-vaccine-safety-and-trust/
https://www.kff.org/health-information-trust/kff-tracking-poll-on-health-information-and-trust-vaccine-safety-and-trust/
https://www.kff.org/health-information-trust/kff-tracking-poll-on-health-information-and-trust-vaccine-safety-and-trust/
https://www.kff.org/health-information-trust/kff-tracking-poll-on-health-information-and-trust-vaccine-safety-and-trust/
https://www.kff.org/health-information-trust/kff-tracking-poll-on-health-information-and-trust-vaccine-safety-and-trust/
https://www.kff.org/health-information-trust/kff-tracking-poll-on-health-information-and-trust-vaccine-safety-and-trust/
https://www.kff.org/health-information-trust/kff-tracking-poll-on-health-information-and-trust-vaccine-safety-and-trust/
https://www.kff.org/health-information-trust/kff-tracking-poll-on-health-information-and-trust-vaccine-safety-and-trust/
https://www.kff.org/health-information-trust/kff-tracking-poll-on-health-information-and-trust-vaccine-safety-and-trust/
https://www.kff.org/health-information-trust/kff-tracking-poll-on-health-information-and-trust-vaccine-safety-and-trust/
https://www.kff.org/health-information-trust/kff-tracking-poll-on-health-information-and-trust-vaccine-safety-and-trust/
https://www.kff.org/health-information-trust/kff-tracking-poll-on-health-information-and-trust-vaccine-safety-and-trust/
https://www.kff.org/health-information-trust/kff-tracking-poll-on-health-information-and-trust-vaccine-safety-and-trust/
https://www.kff.org/health-information-trust/kff-tracking-poll-on-health-information-and-trust-vaccine-safety-and-trust/
https://www.kff.org/health-information-trust/kff-tracking-poll-on-health-information-and-trust-vaccine-safety-and-trust/
https://www.kff.org/health-information-trust/kff-tracking-poll-on-health-information-and-trust-vaccine-safety-and-trust/
https://www.kff.org/health-information-trust/kff-tracking-poll-on-health-information-and-trust-vaccine-safety-and-trust/
https://www.kff.org/health-information-trust/kff-tracking-poll-on-health-information-and-trust-vaccine-safety-and-trust/
https://www.kff.org/health-information-trust/kff-tracking-poll-on-health-information-and-trust-vaccine-safety-and-trust/
https://www.kff.org/health-information-trust/kff-tracking-poll-on-health-information-and-trust-vaccine-safety-and-trust/
https://www.medicaleconomics.com/view/in-a-crisis-of-public-health-trust-patients-still-rely-on-their-doctors
https://www.medicaleconomics.com/view/in-a-crisis-of-public-health-trust-patients-still-rely-on-their-doctors
https://www.medicaleconomics.com/view/in-a-crisis-of-public-health-trust-patients-still-rely-on-their-doctors
https://www.medicaleconomics.com/view/in-a-crisis-of-public-health-trust-patients-still-rely-on-their-doctors
https://www.medicaleconomics.com/view/in-a-crisis-of-public-health-trust-patients-still-rely-on-their-doctors
https://www.medicaleconomics.com/view/in-a-crisis-of-public-health-trust-patients-still-rely-on-their-doctors
https://www.medicaleconomics.com/view/in-a-crisis-of-public-health-trust-patients-still-rely-on-their-doctors
https://www.medicaleconomics.com/view/in-a-crisis-of-public-health-trust-patients-still-rely-on-their-doctors
https://www.medicaleconomics.com/view/in-a-crisis-of-public-health-trust-patients-still-rely-on-their-doctors
https://www.medicaleconomics.com/view/in-a-crisis-of-public-health-trust-patients-still-rely-on-their-doctors
https://www.medicaleconomics.com/view/in-a-crisis-of-public-health-trust-patients-still-rely-on-their-doctors
https://www.medicaleconomics.com/view/in-a-crisis-of-public-health-trust-patients-still-rely-on-their-doctors
https://www.medicaleconomics.com/view/in-a-crisis-of-public-health-trust-patients-still-rely-on-their-doctors
https://www.medicaleconomics.com/view/in-a-crisis-of-public-health-trust-patients-still-rely-on-their-doctors
https://www.medicaleconomics.com/view/in-a-crisis-of-public-health-trust-patients-still-rely-on-their-doctors
https://www.medicaleconomics.com/view/in-a-crisis-of-public-health-trust-patients-still-rely-on-their-doctors
https://www.medicaleconomics.com/view/in-a-crisis-of-public-health-trust-patients-still-rely-on-their-doctors
https://www.medicaleconomics.com/view/in-a-crisis-of-public-health-trust-patients-still-rely-on-their-doctors
https://www.medicaleconomics.com/view/in-a-crisis-of-public-health-trust-patients-still-rely-on-their-doctors
https://www.medicaleconomics.com/view/in-a-crisis-of-public-health-trust-patients-still-rely-on-their-doctors
https://www.medicaleconomics.com/view/in-a-crisis-of-public-health-trust-patients-still-rely-on-their-doctors
https://www.medicaleconomics.com/view/in-a-crisis-of-public-health-trust-patients-still-rely-on-their-doctors
https://www.medicaleconomics.com/view/in-a-crisis-of-public-health-trust-patients-still-rely-on-their-doctors
https://www.medicaleconomics.com/view/in-a-crisis-of-public-health-trust-patients-still-rely-on-their-doctors
https://www.medicaleconomics.com/view/in-a-crisis-of-public-health-trust-patients-still-rely-on-their-doctors
https://doi.org/10.1162/daed_a_01944
https://doi.org/10.1371/journal.pgph.0004747
https://publications.aap.org/aapnews/news/32875/Humility-can-help-restore-trust-in-science-health
https://publications.aap.org/aapnews/news/32875/Humility-can-help-restore-trust-in-science-health
https://publications.aap.org/aapnews/news/32875/Humility-can-help-restore-trust-in-science-health
https://publications.aap.org/aapnews/news/32875/Humility-can-help-restore-trust-in-science-health
https://publications.aap.org/aapnews/news/32875/Humility-can-help-restore-trust-in-science-health
https://publications.aap.org/aapnews/news/32875/Humility-can-help-restore-trust-in-science-health
https://publications.aap.org/aapnews/news/32875/Humility-can-help-restore-trust-in-science-health
https://publications.aap.org/aapnews/news/32875/Humility-can-help-restore-trust-in-science-health
https://publications.aap.org/aapnews/news/32875/Humility-can-help-restore-trust-in-science-health
https://publications.aap.org/aapnews/news/32875/Humility-can-help-restore-trust-in-science-health
https://publications.aap.org/aapnews/news/32875/Humility-can-help-restore-trust-in-science-health
https://publications.aap.org/aapnews/news/32875/Humility-can-help-restore-trust-in-science-health
https://publications.aap.org/aapnews/news/32875/Humility-can-help-restore-trust-in-science-health
https://publications.aap.org/aapnews/news/32875/Humility-can-help-restore-trust-in-science-health
https://publications.aap.org/aapnews/news/32875/Humility-can-help-restore-trust-in-science-health
https://youtube.com/shorts/WctqrqLqwbQ?si=QbBEm096Uz6umOIT
http://www.communicationrx.org/


43 Department or Presentation Title 

References (continued) 
Hojat, M. et al. “Physicians’ Empathy and Clinical Outcomes for Diabetic Patients,” Academic Medicine 86 (2011): 359–364.

Kennedy, D. M., J. P. Fasolino, and D. J. Gullen. “Improving the Patient Experience Through Provider Communication Skills 
Building,” Patient Experience Journal 1(1) (2014)

Krasner, M. S. et al. “Association of an Education Program in Mindful Communication with Burnout, Empathy, and Attitudes 
Among Primary Care Physicians,” Journal of the American Medical Association 302 (2009): 1284–1293

Levinson, W. et al. “Clinician–patient Communication. The Relationship with Malpractice Claims Among Primary Care Clinicians 
and Surgeons,” Journal of the American Medical Association 277 (1997): 553–559

Safran DG, Taira DA, Rogers WH, Kosinski M, Ware JE, Tarlov AR. Linking primary care performance to outcomes of care. J Fam 
Pract. 1998 Sep;47(3):213-20. PMID: 9752374.

Marvel MK, Epstein RM, Flowers K, Beckman HB. Soliciting the patient's agenda: have we improved? JAMA. 1999 Jan 
20;281(3):283-7. doi: 10.1001/jama.281.3.283. PMID: 9918487.

Wallace LS, Cassada DC, Ergen WF, Goldman MH. Setting the stage: Surgery patients' expectations for greetings during routine 
office visits. J Surg Res. 2009 Nov;157(1):91-5. doi: 10.1016/j.jss.2009.03.065. Epub 2009 May 3. PMID: 19577761.

Swayden KJ, Anderson KK, Connelly LM, Moran JS, McMahon JK, Arnold PM. Effect of sitting vs. standing on perception of 
provider time at bedside: a pilot study. Patient Educ Couns. 2012 Feb;86(2):166-71. doi: 10.1016/j.pec.2011.05.024. Epub 2011 
Jun 30. PMID: 21719234.

Stewart MA. Effective physician-patient communication and health outcomes: a review. CMAJ. 1995 May 1;152(9):1423-33. 
PMID: 7728691; PMCID: PMC1337906.

Kleinman A, Benson P. Anthropology in the clinic: the problem of cultural competency and how to fix it. PLoS Med. 2006 
Oct;3(10):e294. doi: 10.1371/journal.pmed.0030294. PMID: 17076546; PMCID: PMC1621088.

OHSU 
CPD



44 Department or Presentation Title 

References (continued) 
Ambady N, Laplante D, Nguyen T, Rosenthal R, Chaumeton N, Levinson W. Surgeons' tone of voice: a clue to malpractice 
history. Surgery. 2002 Jul;132(1):5-9. doi: 10.1067/msy.2002.124733. PMID: 12110787.
Gazelle G, Liebschutz JM, Riess H. Physician burnout: coaching a way out. J Gen Intern Med. 2015 Apr;30(4):508-13. doi: 
10.1007/s11606-014-3144-y. Epub 2014 Dec 20. PMID: 25527340; PMCID: PMC4371007.
Langewitz W, Denz M, Keller A, Kiss A, Rüttimann S, Wössmer B. Spontaneous talking time at start of consultation in 
outpatient clinic: cohort study. BMJ. 2002 Sep 28;325(7366):682-3. doi: 10.1136/bmj.325.7366.682. PMID: 12351359; 
PMCID: PMC126654.
Levinson W, Gorawara-Bhat R, Lamb J. A study of patient clues and physician responses in primary care and surgical 
settings. JAMA. 2000 Aug 23-30;284(8):1021-7. doi: 10.1001/jama.284.8.1021. PMID: 10944650.
Derksenm, F et al. Effectiveness of Empathy in General Practice: a Systematic Review. British Journal of General Practice 
63, no. 606 (2013): e76-84.
Hojat, M et al. Patient Perceptions of Physician Empathy, Satisfaction with Physician, Interpersonal Trust, and Compliance. 
Int’l Journal of Medical Education 1 (2010): 83-87. 
Kelley, JM et al. The Influence of Patient-Clinician Relationship on Healthcare Outcomes: a Systematic Review and Meta-
Analysis of Randomized Controlled Trials. PLOS ONE 9, no. 4 (2014)
Suchman, A. et al. A Model of Empathic Communication in the Medical Interview. JAMA. 277 (1997): 678-682.
Ericsson KA. Deliberate practice and the acquisition and maintenance of expert performance in medicine and related 
domains. Acad Med. 2004 Oct;79(10 Suppl):S70-81. doi: 10.1097/00001888-200410001-00022. PMID: 15383395.
Tulsky JA. Interventions to enhance communication among patients, providers, and families. J Palliat Med. 2005;8 Suppl 
1:S95-102. doi: 10.1089/jpm.2005.8.s-95. PMID: 16499474.

OHSU 
CPD


	Slide 1: Building Trust Through Relationship-Centered Communication
	Slide 2: Thank you, Cindy! 
	Slide 3: Objectives 
	Slide 4: Trust 
	Slide 5: Trust Me. I’m a Professional.
	Slide 6
	Slide 7: Why Does it Feel Like We Are Losing Trust? 
	Slide 8: Trust Imperiled? 
	Slide 9: This Problem Feels Bigger than Me – What Can I Do? 
	Slide 10: AAP President Kressly Calls for Practical Approaches and Humility
	Slide 11: Small Steps Towards Big Change 
	Slide 12: Pitfalls in the Typical Approach to Clinical Encounters 
	Slide 13
	Slide 14: Relationship-Centered Communication
	Slide 15: Road Map
	Slide 16: Communication: The Most Common Procedure 
	Slide 17: Better Outcomes with Communication Skills Practice
	Slide 18: Set the Stage 
	Slide 19: Build rapport quickly  
	Slide 20: Acknowledge Barriers
	Slide 21: Understand Why Your Help is Needed
	Slide 22: Elicit ALL Concerns: Get the List!  
	Slide 23: Eliciting All Concerns 
	Slide 24: Summarize and Negotiate the Agenda
	Slide 25: Elicit The Patient and  Family’s Perspective
	Slide 26: Listen to Understand 
	Slide 27: Pop Quiz #1
	Slide 28: Pop Quiz #2
	Slide 29: Open the Conversation
	Slide 30: Elicit the patient’s perspective:  Ideas, Concerns and Expectations
	Slide 31
	Slide 32: Respond with Empathy 
	Slide 33:  Convey empathy nonverbally
	Slide 34: PEARLS© statements  
	Slide 35: Empathy Enhances Efficiency
	Slide 36: Transition to Clinician-Centered Part of Interview 
	Slide 37: Communication  can be taught,  like any procedure …
	Slide 38: Resources to take it to the next level 
	Slide 39: Learning to Teach. Teaching to Learn.
	Slide 40: What RCC skill will you try for building trust? 
	Slide 41: Thank you! 
	Slide 42: References 
	Slide 43: References (continued) 
	Slide 44: References (continued) 



