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Communication techniques – Part III

Handout for
download

Communication techniques – Part I, II

Useful techniques
•  Reflections
•  Affirmations
•  Open questions
•  Summaries
•  Offering information
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Open questions
• You cannot answer them with simple
yes/no or one word
• How? What? Tell me more about … What
about …
• Do not ask Why?
• Open questions help:
• To explore the theme in detail
• Invite the patient to speak spontaneously

Open questions
• How is your usual day?
• How do you feel when he tells …?
• Tell me more about …
• What has changed in your life two years
ago?

OPEN QUESTIONS

REFLECTIONS

Photo by Eric Kilby, downloaded from flickr.com
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Affirmations
• Express understanding
and appreciation
• They boost patient’s
hope, self-confidence and
help him to become
aware of his abilities

 Affirmations
• Should be used
plentifully

 Affirmations
• Do NOT throw
marshmallows …
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 Affirmations
… but appreciate what
can be appreciated
That's one small step for man, one giant leap
for this patient.
Neil Armstrong (if he were a therapist)

 Affirmations – basic rules
• Avoid using pronoun “I”
• Your colleague asked you to do extra work instead of him. I appreciate that
you were able to refuse the demand of your colleague

• Affirmations are NOT praising
• You were great!
• I congratulate you!
• I give you “A”!

 Affirmations – basic rules
• Concentrate on specific behaviour
• Last week you were able to overcome your fear of driving and you drove 10
kilometres
• In spite of your stage fright you were able to make a presentation in front of
your colleagues
• Although you had a lot of work you were able to find some time and played
with your children
• Previously when you had migraine you were used to overcome the pain and
to continue in your work. This time you have asked for a sick note
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 Affirmations – basic rules
• Support changes that are in accord with the positive aspects of
remedies you have prescribed
• Pine: Previously when something went wrong at work you used to assume
the whole responsibility. Now you can see that your colleagues also have
some duties
• Agrimony: You were able to express your feelings
• Centaury: You told “No”, you set him boundaries
• Hornbeam: You overcame you feeling of tiredness and went to visit your
friends

 Affirmations – basic rules
• Attribute some attractive characteristic to the patient
•
•
•
•

You are a good mother
You are a fighter, you do not give up.
People with such moral values are rare today.
You do not like to be a burden to your relatives.

 Summaries
• Used to summarize a part of a consultation:
• So, your main complaints are annoying headaches that appear
paradoxically more during weekends when you have more free time
than during workdays. Another problem is a guilt feeling when you
have made a minor mistake. And you would like also to be helped
with sleeplessness; you have to think about matters of previous day
about whether you could have done something better or not. Have I
forgotten anything?
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 Summaries
• Summarizing may stress a common theme:
• At work, you agreed to help your colleague even when you had a lot
of work yourself. You know he would feel annoyed and angry
towards you if you refused his demand. At home, you tolerate bad
temper of your husband without comments. You want to maintain
peace at home. You do not like conflicts and try to avoid them
whenever possible. Have I forgotten anything?

 Offering information
• Giving information or advices without permission is one of the
roadblocks:
• Maybe the patient isn’t interested in your opinion
• Maybe he has already considered your advice and abandoned it
• Maybe he feels pushed to do something by your recommendation

 Offering information
• Respect patient’s autonomy
• Information or advice should be offered:
• Ask the patient whether he really wants to hear your information or
recommendation, accept “No” as answer
• Do you like to hear anything about …
• Ask him what he already knows about the problem
• What do you know about …
• Give him information in small pieces
• Ask the patient whether and how he understands it
• How do you understand it?
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When I am in a crowded bus I sometimes become panicky.

I have one idea that might be useful to you. Do you like to hear about it?

Offering
information

Hm. Yes, please.
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Have you ever heard about the technique of triangular breathing?

Exploring
patient’s
knowledge

Yes, I think that means that people in panic should breathe deeply to
overcome the fear, isn’t it?

You are right that the right breathing can calm down but it is not deep
breathing but slow breathing …

Correcting
patient’s
idea, offering
further
explanation
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Pay attention to your patient’s reaction
• Sometimes in spite of the best techniques the
communication isn’t smooth:
• The patient argues with you or defends the present
situation instead of thinking how to change his life
• He has crossed arms and legs

Pay attention to your patient’s reaction
• The communication can go in circles:
• You offer some solution and the patient
reacts with “Yes but …” answer
• It is the time to change your approach,
otherwise there is a risk that it can disrupt
the therapeutic relationship:
• Stay for some time with reflections only
• Change conversation theme
• Change the direction of the therapy

Useful techniques
•  Reflections
•  Affirmations
•  Open questions
•  Summaries
•  Offering information
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In the next video …

It is more important to know what sort of person has
a disease than to know what sort of disease a person
has.
Hippocrates
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