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Declaration






Setting the scene



QuickTime™ and a
H.264 decompressor
are needed to see this picture.



The encounter



Why are some encounters difficult ?



Who is the difficult patient?



Who Is the good patient?



Differing agendas



Why bother with better communication ?









Quotes from Patients



And more quotes...



Some different quotes...



What do the quotes tell us?



Quotes from Clinicians




How do clinicians cope?



Blocking behaviours



Alternative strategies












Setting the agenda together



Elicit their experience



Elicit their expectations



Elicit ideas and concerns



The Angry Patient







Dealing with Anger















The patient






Dealing with anger

Ineffective approach Effective Approach

Dismiss anger Acknowledge anger

.
Identify focus

Y
Refute focus

A 4

Defend actions of a
colleague

Encourage expression
of anger

Anger spirals

Anger diffused




Bottom line



Getting It right
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