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weeks or days to live?

• Retaining control

• Dignity and privacy

• Pain & Symptoms managed

• Choice of place of death

• Access to spiritual & emotional support

• Access to hospice care

• Who is present at the end

• Ability to decide what treatment you want

• Time to say goodbye 
(Age Concern 2010)
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What is Communication?

• Two-way process of imparting, conveying 

or exchanging ideas, knowledge, emotions

• About patients or about patient care

• Between patients, caregivers, media or 

colleagues

• In an understandable manner

• Face-to-face  verbal, written or through 

other media (telephone, written, electronic)
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• To maintain trust

• To reduce uncertainty

• To prevent inappropriate hope and guilt

• To allow appropriate adjustment

• To prevent a conspiracy of silence

COMMUNICATION SKILLS
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Overview



w w w . k a r u n a s h r a y a . o r g

2022_Dr. SeemaRao_IAPC_Volunteer

• Ms. Sita is a 38-year-old woman with breast cancer

• She was on treatment for the last 3 years and has undergone multiple sessions of 

chemoradiotherapy

• Now cancer has spread to the bone and is compressing on her nerves

• She has developed weakness of both her lower limbs and it is unlikely that she will walk in 

the future

• She is worried about her two young children

• Her family has not told her about the spread of cancer

• You are volunteering in the hospital and have gone to see Sita

• She tells you, “I am having some weakness in my legs.  I am worried about not being able to 

look after the children.  I think this will become okay like last time.  Do you think I will be able 

to walk again?”

Case Scenario
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1 “Don’t worry. It is going to be alright.”

2 “I’m sure you will be able to with time”

3 “Doctors are doing everything they can”

“It could have been worse”

4 “We should be able to face whatever comes in 

life”  or “Everyone has their load of suffering” “Be

positive”

5 “Don’t think about it now.  Let your husband 

handle these”

6 “By the way, I hope your pain is under control?”

7 Start talking about her children

1 Pacify prematurely 

2 False reassurance

3 Nullify patient issues

4 Advise

5 Shut down the door for self-

expression

6 Deflect to physical issues

7 Pay no attention
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What are the Skills Required?

• The way you talk – slow, fast, medium pace

• Your posture – close, distant

• Your expression – happy, unhappy, ‘stone face’

• Do you make eye contact?

• Who starts first? You or patient?

• Do you find it difficult to respond effectively?

• Do you interrupt often?

• Do you advice or ask too many questions?
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• Face Squarely

• Open posture

• Lean forward

• Eye contact

• Relax

The Power of Nonverbals
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Introductions are about making a human connection between one human being who 

is suffering and vulnerable, and another human being who wishes to help

• Setting

• Ensure Privacy

• Manage Time

• Introduce Yourself

• Make Eye Contact

• Avoid Distractions

Comfort
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Repeating

Repeating the words using 
exactly the same phrase 
used by the speaker

Your weakness is getting 
worse, you are not able to 
do anything.  You are 
worried about your 
children and your ability 
to walk

Paraphrasing

Rendering the message 
using similar words or 
phrases used by the 
speaker

It appears to me that your 
worsening weakness and 
your inability to do 
anything is making you 
worried about your 
children and your ability to 
walk

Reflecting

Rendering the message 
using your own words
and sentence structure

The progression of the 
weakness and the 
uncertainty is causing you 
to worry about your 
children and your ability 
to walk

Summarizing 

The weakness is getting worse.  I am unable to do anything.  What will 
happen to my children?  Will I be able to walk?
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Compassionate Communication
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The Technique

Ask what the patient already knows

• What have they been told about your illness?

• What are they suspecting? 

• What they would like to know

Tell

• Deliver the Information – only if you have the competency to 

do it

Ask

• Address the emotions – empathetic communication

• Ask what they have understood
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The Building Blocks

Open and Honest

Sensitive to patient needs 

Compassionate

Polite and Respectful

Confidential and Private
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How will you proceed?
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Email: 

seema.rao@karunashraya.org

Mob: 9892336650

mailto:seema.rao@karunashraya.org

