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Introduction



Communication Barriers



BSWH Communication Model
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Relationship

• Building a relationship

• Therapeutic alliance

• Trust

Shared Problem Defining

&

Shared Decision Making



Benefits of Relationship-Centered Communication
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Clinicians & Teams Organizations Patients



BSWH Communication Journey
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1
Recognizing the Need

2
Partnership

3
The Team

4
Education



Relationship-Centered Communication Framework
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SKILL SET 1
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Begin the Meeting

• Create rapport quickly

Small talk before the Big Talk

• Elicit list of concerns 

• Add your concerns

Always get theirs first

• Negotiate the Agenda
This Photo by Unknown Author is licensed under CC BY-NC-ND

https://iris.peabody.vanderbilt.edu/module/tran-scp/cresource/q3/p06/
https://creativecommons.org/licenses/by-nc-nd/3.0/


SKILL SET 2
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Relationship-Centered – Getting Other’s Perspectives

• Open the Conversation

Using What, How, or Tell me about…

• Explore Perspectives

ICE (Ideas/Impact Concerns Expectations)

• Name Emotions

• Respond with Empathy

Use PEARLS



P artnership:

“Let’s work on this together.”

E motion:

“You say you’re frustrated.”

A pology or Acknowledgement:

“I’m sorry to hear how hard this has been.”

“I give you a lot of credit for getting through this as you have.”

R espect:

“I appreciate the effort you have made”

L egitimization:

“Most people in your position would feel this same way.”

S upport:

“I’m going to stick with you through this.”

Empathy: Responding with PEARLS



SKILL SET 3
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Ending the Meeting

• Share information

Orient to the end of conversation

Incorporate others perspective

Use Plain Language

ART Loops: Ask, Respond Tell

• Assess Understanding

Using Teach Back

ART Loops

• Close the Visit



What makes communication challenging?

Emotions

• In self and others

Expectations

• Expressed & 

undiscovered

Prior experiences

• Bias or perceived bias

Assumptions



Listening Exercise 
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This Photo by Unknown Author is licensed under CC BY-NC

https://www.flickr.com/photos/andrewbain/5577254902/
https://creativecommons.org/licenses/by-nc/3.0/


Answer Key
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Challenging Communication



Importance of Positive Intent
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Verbalize positive intent

❑ Why do you think it is important to verbalize 

positive intent? 

❑ For the person involved in the conversation

Or for another if the person involved is acting as 

a surrogate or proxy  (ex. family member)



Get Curious with ICE and ART Loops
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Respond with PEARLS
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Activity
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