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Bridge in

(10mins)
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Nurse 1 (M): Megan, do you have a minute?
Nurse 2 (W): Sure. What's up?
Nurse 1: It's about a patient. I'm having trouble communicating with her.
Nurse 2: What do you mean?
Nurse 1: Well, she’s complaining of constant headaches. [ asked about her medical history, but she
didn't say much.
Nurse 2: Is it just a miscommunication? Maybe she doesn’t know what you're asking for.
Nurse 1: It's possible. But I can't tell because she's barely speaking to me.
Nurse 2: She might just be anxious. It can be scary to feel terrible but not know why.
Nurse 1: Yeah, she does seem pretty nervous.
Nurse 2: Did you use lots of jargon? In my experience, that makes things worse.
Nurse 1: | might have. I mean, [ asked her if she thought they might be igraines or cluster headache|
Nurse 2: See, if she has poor health literacy, those terms might sound scarier than they are.
Nurse 1: Good point. Maybe I'll ask her how often they happen instead.
Nurse 2: Also, make sure to establish a rapport. Even just by asking about her day.
Nurse 1: Oh. I didn't really do that. I just jumped in with my questions.
Nurse 2: It's important. It really helps the patient relax.
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@' Match the words or phrases (1-6) with the definitions (A-F).

1 D health literacy A different behaviors in different societies

2 F_ miscommunication B the ability to relate to other people’s feelings
3 C verbal C related to the use of spoken language

4 i empathy D the ability to understand health information
5 _A cultural differences E an assumption

6 i preconception F a mistake in an exchange of information

@' Choose the word or phrase that is closest in meaning to the
underlined part.

1. Gina asks her patient about his day to develop a connection. Suggested answer 1B
A preconception B rapport C anxiety

2. Some patients say music is helpful for healing or feeling relaxed. 2.A
A therapeutic B verbal C non-verbal 3A
3. The nurse is using too much specialized vocabulary. 4C
A jargon B anxiety C empathy

4. Hospitals can cause feelings of nervousness and worry. 5.8
A rapport B jargon C anxiety 6.C

5. Ask more questions that require answers longer than one-word responses.

A cultural differences

B open-ended questions

C preconceptions

6. Frowning is a type of communication that is done without the use of spoken language.
Atherapeutic B empathy C non-verbal

4. /NHPME: “Let’s work out the tips on improving
communication between nurses and patients.”
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@ Read the memo to the nursing staff of the f':_i"’hyward

Health Clinic. Then, fill in the blanks with the correct
words from the word bank.

1 2 3 4 5 6 7

Hayward Health Clinic believes that clear

1 is necessary to provide
good care. They suggest that miscommunication can occur
due to poor 2 literacy.

2. “A R FRI RS O e I TR AP S8 8 R B S iE
3. SR BBE LR, 5l AT IRy
H B B Mg ——[F] FF e (paraphrase) flRELOARE,
AT IR P BB 9 B A R

Novel coronayirus patients in the largest cabin hospital in Wuhan are generally in an optimistic mood, nurses working there said.
"Before I came here I thought I would face patients with heavy psychological pressure, who are desperate and would almost
collapse.But things proved to be different. Most of them are in good spirits, and they have been cooperating well with the
treatment, and appreciating us very much."

"Most of the patients are in a positive mood." he said. "Many of them joined a book club organized by the hospital, and share the
books they read. Although work at the temporary hospital is hard, she has been deeply touched by support from people in
‘Wuhan."Many local medical staff and residents donated heaters and clothes and shoes to us, fearing us unable to cope the cold

weather," she said.
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