











Essential Skills for Health Care Aides

You will communicate with many people in your work as a health care aide or home care attendant. You
will give and receive many messages. It is important for you to know what to say when you talk to your
client, your client’s family, and the people you work with. It is also important to understand what they say
to you. Your way of communicating may change depending on who you are talking to. For example, you
may use more medical terms when speaking with your supervisor than when speaking with a client.

Communication that is not clear can put someone in danger. For example, if you do not clearly understand
how to move someone with a back injury, you could make the injury worse. You must send clear
messages and make sure that others understand your messages. You must also listen closely to others and
make sure that you understand messages others send to you.

There are four main parts to good communication:

Part 1 Send a clear message

Part 2 Check to see that others understand your message

Part 3 Listen actively

Part 4 Check to see that you understand messages from others

Let us look more closely at each of these parts of communication.

Send a Clear Message

Sending clear messages is a skill that can be learned. Sometimes we think we are sending clear messages
when we are not. We also send messages to others in many different ways. We wave goodbye, we look
lovingly at our sweethearts, and we use words to give instructions. Sometimes we communicate with
words, but often we communicate in other ways. These different ways of communicating can be divided

Non-verbal

into two parts:
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Verbal Messages

Words that go back and forth between people are called verbal messages.

Non-Verbal Messages

Oral communication is also made up of non-verbal messages. Non-verbal messages include the tone that
you use when you speak or zow you say something.

Non-verbal messages also include the body language that you use when you communicate with someone.
Your body language is made up of many things, like how you stand or sit, and the expression on your
face.

Tone + body language = non-verbal messages

Your tone and body language together give the person much more information than just the words. In fact,
people believe that when we communicate, only 10% of the message is verbal and 90% of the message is
non-verbal!

You will give and receive many non-verbal messages in your job as a support worker. It is important for

you to be aware of tone and body language when you communicate with your client, your client’s family,
and the people with whom you work.
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#1 W Practise saying these words out loud using the two different tones.

TRY this Words Tone 1 Tone 2
- What’s the problem? caring judging
I’m not angry. calm angry
I’1l do that right away. calm rushed
What can I do? helpful angry
1. Do you think you can communicate better using Tone 1 or Tone 2?

Imagine that you are saying the same words to a client who is in bed. This
time think about your body language. Say the words again using the two
different tones.

2. How does the expression on your face change when you change
tones?
3. How does the movement of your hands or shoulders change when

you change tones?

4. Are you more comfortable looking into your client’s eyes when
you use Tone 1 or Tone 2?
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Match Verbal and Non-Verbal Messages

Remember that oral communication includes both verbal and non-verbal messages.

Oral communication = words + tone + body language

Non-verbal and verbal communication often happen at the same time. If verbal and non-verbal messages
are different, the communication is not clear. For example, someone may say that they are fine but their
voice is shaky and they have tears in their eyes. You will be confused and not sure what to believe. To
send a clear message, verbal and non-verbal messages must match.

Look at the pairs of verbal and non-verbal messages below.
#2 « Draw a line to connect the messages that match.

« Make an X between the messages that do not match.

TRY this
Verbal Message Non-Verbal Message
Nice to meet you.  mss———— shakes hands
How are you? X looks in purse
I’m listening. puts food in microwave
I understand. nods head up and down
It’s good to see you. smiles and looks in eyes
Tell me about it. sits and leans toward speaker
I see. frowns and looks confused
May I help you? offers arm to hold
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You have learned that an important part of good communication is to make sure that your verbal and

non-verbal messages match. This is just one of the things that is important in sending clear messages.

The chart below explains some other ways to send clear messages.

Send Clear Messages

Do

Do Not

1. Match your verbal and non-verbal messages.

Mix your verbal and non-verbal messages.

2. Place yourself so that the person can see your
mouth and eyes.

Talk across the room or with your back turned
to the person.

3. Speak slowly enough to say each word clearly.

Speak quickly and run your words together.

4. Speak loudly enough for a person to hear you.

Speak too quietly or too loudly.

5. Remove distractions.

Talk over TVs or radios.

6. Use short sentences.

. Use long sentences with lots of information.

7. Use common words.

Use medical words that the listener may not
understand. Use slang.

8. Ask one question at a time.

Ask several questions at once. Answer your
own questions.

9. Explain what you are doing one step at a time.

Explain the steps of a procedure all at once.

Oral Communication
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B o

TRY this

Oral Communication

Read these messages from a support worker. Decide if the worker is sending clear
or unclear messages. Look at the Send Clear Messages chart on the previous page
to help you decide.

« If'the message is clear, write C on the line after the message.

 If the message is unclear, find the problem in the Do Not column of the
Send Clear Messages chart. Each problem is numbered.

«  Write the number of the problem on the line after the message.

Example

To a client:

“Good morning Mrs. Brady. How are you today? Did you have a good
sleep? You look rested. Are you ready for your breakfast? You look
hungry.” 8

This message is not clear. The worker has asked many questions at the
same time. This is No. 8 in the Do Not column of the Send Clear Messages
chart. Therefore, you write 8 on the line after the message.

Remember, if a message is clear, just write C on the line.

Your Turn

1. To a few clients:

“Wassup? How’s it goin? Youse guys feelin pumped today?
Let’s hit it!”

2. To a trainer:

“I checked the room after the visitors left. I raised the bed rail. I placed the
call bell in the correct position. I moved the walker within reach of the
client. I moved a large glass vase from the client’s table to the bedside
stand.”
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5 OF

Continued

Oral Communication

3. To a client:

“Okay, I need to shave your leg for surgery. I’ll lower the bed rail and
cover you with a blanket. I’ll place a pad under you. I’ll position you for
skin prep. I’ll put warm water in the basin. I’ll soap your skin with a
sponge. I’ll shave in the direction of your hair growth. Any questions?”

4. To a new worker:

“Some people with dementia no longer know how to eat and may require
tube feedings. Gastrostomy, jejunostomy, and PEG feedings are used for
long-term enteral nutrition. The ostomy may be temporary or permanent.”




Essential Skills for Health Care Aides

n o

TRY this

Oral Communication

The messages below give lots of information in long sentences. The speaker
should pause so that each part of the message is clear to the listener. Add periods
where you think the speaker should pause.

Example:

Many clients need help walking some clients become strong enough to walk alone
other clients will always need help. (add 2 periods)

First period

Many clients need help walking. Some clients become strong enough to walk

alone. Other clients will always need help.

L Second period

Add periods where the worker should pause.

1. Lower the bed to its lowest position and lock the bed wheels lower the bed rail
if used. (add 2 periods)

2. After a fall check for these signs of a fracture the client feels pain or tenderness
the client has swelling or bruising the client is unable to move a limb the client
reports having felt a bone snap. (add 4 periods)

3. Exercise helps prevent muscle atrophy and other complications of bed rest
some exercise occurs with activities of daily living and from turning and
moving in bed without assistance sometimes additional exercises are needed
for muscles and joints a client may need to use a trapeze to strengthen his or
her arm muscles. (add 4 periods)
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TRY this

Oral Communication

Look back at the chart called Send Clear Messages. Think about one thing you
can practise today from the Do column. Keep practising until it becomes a habit.

Fill in the line below.

I want to improve my skill at sending clear messages. Today I will practise

You will know you have practised enough when you can do something without
thinking. Look at the table often to remind yourself of the things you need to do to
send clear messages.
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Check to See that Others Understand Your Message

You may be very good at sending clear messages, but others may have trouble getting the messages. There
are many reasons for this. Maybe they are not listening well or are tired or hungry. You may have clients
who have trouble hearing or seeing, or who are in a lot of pain and can’t think about your words. They
may be confused. It is your job to make sure that others understand your messages. Watch for clues that
your message was not understood.

Check non-verbal clues
« Does the person seem to ignore you?
« Does the person’s face have a confused expression?
« Does the person shake his/her head or raise his/her shoulders?

Here are some things you can do if you think someone does not understand you.

Repeat
« Say the words again.
« Say the words with actions that match.
« Say the words a different way.
For example: ~ Have you eaten yet?
~ Did you have any food today?
~ What did you eat this morning?

Ask questions
« Do you understand?
« Do you know what [ mean?
« Can you repeat what I said?
+ Is this clear to you?
«  What questions do you have about this?
« Can you show me?

Oral Communication 10
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TRY this

Oral Communication

Identify the problem others have understanding your message. Explain what you
would do to make sure your message is sent to the listener.

You are explaining a procedure to a client’s daughter. She is her mother’s
care giver. You notice that she keeps looking at your earrings. When you
ask her if she has any questions, she says, “Where did you get those
earrings?”

You visit a client in her home every second day. When you ask her if she
had a bath yesterday, she looks very confused.

You tell a client that a new aide named Kevin will come at 7:00 p.m. to
take him to see a choir singing. You ask your client to repeat this
information and he says, “Someone is coming to get me to see a choir
tonight.”

You are reporting an incident to the head nurse. She is busy writing on a
chart and she turns her back to you to check something on the computer.
When you finish talking she says, “Okay.”

11
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5. The health care plan says to give your client a partial bath. When the client
#6 is ready, you ask her to wash easy-to-reach body parts. You explain that
Continued you will wash her back and areas she can’t reach. She seems to understand
s0 you begin to leave the room to give her privacy. You notice that she just

sits there and does nothing.

Oral Communication 12
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Listen Actively

Have you ever had a conversation with a person who talks and talks but doesn’t listen?
Have you ever talked to a person and noticed that they are not really looking at you?

Have you ever tried to communicate with a person who keeps interrupting you?

These people forget that good communication goes two ways. They are sending

you verbal and non-verbal messages, but they are not interested in what you are Listening
sending back. This can break the flow of communication and cause problems. is not
the same

You know how to send clear messages. You also know how to check that the

other person understands your message. You also need to know how to listen as hearing

actively.
Listening is not the same as hearing. You may be sitting in the park thinking about a friend. You can hear
children, birds, and cars but you are not paying attention to them. The sounds they make are in the

background. You are focused on your thoughts about your friend.

When you listen you pay attention. When you listen actively you do many things to make sure you
understand the message.

Oral Communication 13
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This activity has four parts — A, B, C, and D.
#1

Part A: Do you think you are a good listener?
TRY this
- Read each of the sentences below and put an X beside the things you do.
1. I prepare to listen by removing noises or finding a quiet place.
2. I think about something else when I am listening.
3. I pay attention to a person’s tone of voice.
4. 1 finish sentences for people when they pause.
5. T'look at the person’s face and nod my head to show that I understand.
6. I become angry when people say things [ don’t agree with.
7. 1 pay attention to the speaker’s body language.

8. I pretend to understand instead of asking the person to repeat
himself/herself.

9. I think about what someone says before I respond.

10. I move around when I am not interested in what someone says.

11. I bring my attention back when it starts to wander.

12. I think about how the speaker looks instead of what he or she is saying.
13. I take notes when the information is important or difficult to remember.

14. T use the same response over and over so that the person thinks I am

29 <6 99 ¢

paying attention. For example, “um hm....” “yes....” “right....”
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Continued

Oral Communication

All of these sentences tell about things people do when other people are talking.
Good listeners do some of these things and they do not do some of these things.
Not all of the things help you to understand someone’s message.

Part B
+ Look at the sentences again.

+ If the sentence tells a good thing to do when you are listening, put a circle
around the number in front of it.

Part C

«  Now check the answer key. It shows circles for all the good listening
things. Make sure that your circles are the same as those in the answer key.

PartD

«  Now look at your circles and X marks. Do the numbers in the circles match

the places where you put an X? If they do, then you are a good active
listener.

+ Ifthey don’t, then you need to change some of things that you do when you
listen.

15
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Body language and tone are important parts of listening. Your body language can show someone that you
are interested in what they are saying. Their body language can give you important clues about what they
are trying to tell you.

Non-verbal messages can also give you important information about what they are not telling you,
especially when their verbal and non-verbal messages don’t match. Also, a client’s message may not
match a family member’s message. You may have to report these things to your supervisor.

8 To do this exercise, you will need to know the meanings of the following words:
#

Limps means to walk in an uneven way. This may happen if someone has a

TRY this sore foot or leg.

Stomps means to walk with hard heavy steps. This may happen if a person
is angry or if they are trying to get snow off of their boots.

Now look at the pairs of verbal and non-verbal messages below. Imagine that you
are listening actively to these messages. Think about if what you sear matches
what you see.

Draw a line to connect the messages that match. Make an X between the messages
that do not match.

Verbal Message Non-Verbal Message

I feel good today. Big smile. Bright eyes.

I don’t need any help. X Can’t open a b(?ttle top-
Starts banging it on table.

My leg feels better. Limps more than usual.

It’s okay. Looks you in the eye and smiles.

I’m not upset. Yells words.

You are doing a great job. Shakes your hand.

Don’t worry. Touches your shoulder.

That’s great! Turns and stomps away.

My mom is fine. Mother has tears in her eyes.

Oral Communication 16
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An important part of active listening is to check to make sure that you understand what the other person is

trying to tell you. The next section gives you some ideas for how to do this.

Check to See that you Understand Messages From Others

Even if you listen very well, you may still not be sure about what another person is trying to tell you.

There are many ways that you can check to see if you understand or to clarify something that you are not

sure about. Here are some ways that you can do this.

Example

Repeat using
your own words

Mrs. Chompski is upset. You have just been listening to her talk about
a disagreement between her children. To make sure that you
understand, you might say, “Let me make sure that I understand. Your
son wants you to go to dinner with him on Sunday but your daughter

thinks that you are not well enough to go out. You are not sure what to
do.”

Ask for a
demonstration

You have just been told the proper way to make a bed. You might say,
“Can I watch while you do it?”

Show how to do the
instruction

You have been shown how to bathe a patient who can’t get out of bed.
You might say, “Can you watch while I bathe Ms. Shernic and let me
know if I’'m doing it right?”

Ask for the meaning of
unfamiliar words

The person in charge in the lunchroom asks you to take the condiments
tray to Mr. Flamges. You don’t know the meaning of the word
condiments. You might say, “What does the word condiment mean?”
or “I don’t know the word condiment. What does it mean?”’

Oral Communication
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This activity gives three different scenarios or situations. For each scenario,

#9 W imagine that someone has sent you the message that you see. You missed the parts
that are underlined. Write what you could say or do to make sure that you

TRY this understand the message.

Scenario 1:
Your supervisor is explaining how to give a back rub.

“Begin at the bottom of the back. Rub up the centre, around the shoulders,
down the sides of the back and buttocks. Repeat for one minute.”

1. What could you say?

“Next, use a circular motion on the downstroke. Repeat four times.”

2. What could you say?

“After that, repeat the long soothing strokes to the muscles for three to five
minutes. Finally, dry the client’s back and cover it.”

3. What could you say?

4. What could you do to make sure that you understand the whole message?

Oral Communication 18
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Continued

Oral Communication

Scenario 2:

You are a home care worker trying to find a client’s home.
You stop someone to ask for directions.

“Keep going for two blocks until you come to the next traffic light. Turn right
and go for three blocks, then hang a left and keep going to the end of the
street. The apartment block you want is the last one on the south side of the
street.”

1. What could you say?

2. What should you pay attention to while the person is talking?

3. There are many steps to these directions. What are some things you could you
do to remember all of the directions in the correct order?

19
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Continued

Sometimes pretending that you understand a message can actually be dangerous to
your client. Think about what might happen in Scenario 3 if you don’t pay
attention to the client’s body language.

Scenario 3:

You are doing dishes at a client’s home.
You hear a noise and you go to check on him.

Your client is sitting in his chair with a frightened look in his eyes. He is holding
his chest, but he says, “I’m okay.”

1. What should you say?

2. What should you look for?

3. What should you do?

Oral Communication
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You have learned how to send clear messages and how to listen actively. These are the basics of good
communication. Now you can build on these basics to communicate effectively in different situations.

This section will look at the different people you communicate with and the different reasons you
communicate with them. This will help you improve your communication skills in different settings.

Context

In your job as a support worker you will communicate with many different people for many different
reasons. You must communicate in an appropriate way for each context or situation. You must be able to
change your style of communication to fit the situation.

For example, you might ask a client if she brushed her teeth, but this would not be an appropriate question
for your supervisor. You might ask a co-worker to tell you about a party while you are eating lunch, but
this would not be an appropriate question while you are both transferring a client.

Read the words in the column on the left. Think about the person who you would
#1 0 most likely say these words to. Put an X in the appropriate column. The first one is
done for you.

TRY this

Your Words Client Supervisor | Co-worker

Do you want to go to a movie? X

Can you check my report please?

Did you have a bowel movement?

I can’t come to work today.

Have you made a will?

Chris and I had a great weekend!

Are you comfortable now?

When you think about who you are talking to you must think about more than just
their role, such as client, supervisor, or co-worker. You also have to think about:

« their ability to understand you

+ their age

« their cultural background

« how well you know them

« how formal or informal they are
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Below are some words that a support worker says to different people at work.
#1 1 Decide if the words are appropriate or inappropriate in each situation. Explain your

decision.

TRY this

1. To a blind client on an outing

“The door is right in front of us.
We will take three steps and then stop. Are you ready?”

2. To a co-worker who is learning English as a second language

“Sup? Ya game ta help me for a few shakes in number 4?”

3. To an elderly client in bed

“Okay sweetie. It’s time to chow down on some brekkie!”

Oral Communication 22
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4. To an informal supervisor at the end of a shift
#11

“I heard a good joke yesterday. Wanna hear it?”
Continued

5. To a formal co-worker during a training session

“I heard a good joke yesterday. Wanna hear it?”

Oral Communication 23
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When you think about context you think about who you are talking to. Context is also about where you are
and what you are doing at that moment. You have to think about all these things in order to communicate
effectively. Let’s look more closely at the main people you communicate with at work and the different
reasons for your communication.

You will visit many clients in one day as a support worker. An important part of your job is to make a
connection with each one of them. You both want to feel comfortable with each other. You may also be
assigned to help family members. They may have questions to ask you or information to give to you. But
remember, the key connection you need to make is with your client.

The main reasons you will communicate with clients and family members are to:
Make a connection

Explain information and demonstrate procedures
Respond to questions

b=

Provide comfort

1. Make a Connection

Making connections involves both non-verbal and verbal communication.

Non-verbal communication begins as soon as you walk into a client’s home or room, even if you have not
met each other before. Your client and any family members who are present will check to see if you look
like you are friendly and that you know what you are doing. The first impression you make is very
important.

+  Look clean and neat
You can make «  Stand tall, but are relaxed and not stiff

a good impression if you: «  Move at a steady pace; not too fast or too slow
«  Make eye contact

. Smile
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« Say hello to everyone present.

Verbal communication + Introduce yourself and say, “It’s nice to meet you” when you
begins as soon as first meet a person.
someone speaks. « Respond to small talk in a friendly way. For example, if
someone says, “It’s cold outside” you may say something like,
You can make a “Yes, but the sun is shining.” Avoid negative responses such as

good impression if you: “Yes, and it’s going to be cold for six more months!”

« Make an honest positive comment. This will help your client
and family members to see you as an individual instead of just
another worker.

Connections will not be made if verbal and non-verbal messages don’t match. You may have a hard time
doing your job because clients and their families will not want to share information with someone they

don’t trust.

A support worker visits a client at home for the first time. Find five (5) things that
#1 2 W the co-worker says or does that are not appropriate in this situation.
TRY this The support worker rushes through the door. She says,
- “Sorry I'm late” while taking off her shoes. She introduces
herself while hanging up her coat. She says, “You must be
Mrs.....”" and pauses to check her work order for the client’s

name. She tells the client about the difficult day she is having

and then asks, “How are you?”
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Small Talk

After you greet a client, a good way to make a connection is to talk about how they are feeling, to talk
about the weather, or to find out some things you may share in common. It might be your love for sports,
knitting, fishing, or even your culture. This is often called “small talk.”

Do you know anyone who is really good at talking to clients and making them feel comfortable and cared
for? This person is probably good at making small talk. Small talk is a skill similar to making a bed or
transferring a client. Like all skills, small talk is a skill you can improve with practise.

Working with clients can be easier if you make good use of small talk. Follow these guidelines:

1. Talk about something in general like the weather.
2. Talk about something specific like where they are from.
3. Find something you share in common.

Small talk — Find something you share in common

When you first meet a client, look around his or her room. What do you notice? Is there anything in the
room you share an interest in? Make a comment or ask a question about it.

Read the conversation examples that follow. There are two suggestions for how
#1 3 you can respond. There are no right or wrong answers. Just think about what you
might prefer to say. Choose the final comment that you like the best and circle a)

TRY this orb).

1. You: It looks like you like the colour blue.
Client: Yes, it’s my favourite colour.

a)You: It’s my favourite colour too. See, even my pen is blue.
b)You: I like blue too. It is a very relaxing colour.

2. You: It looks like you like to knit.
Client: I’'m not very good at it. It just gives me something to do.

a) You: I love knitting. If you ever need any help, just let me know.
b) You: I like to do crafts. It’s nice to make things with your own hands.
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Continued

Oral Communication

You: Is that a fishing trophy?
Client: I got that twenty years ago up in The Pas.

a) You: My son and I love to go fishing. He won an ice fishing
contest when he was little.
b) You: What was it like fishing up North?

You: Is that a picture of Vancouver?
Client: Yes, my granddaughter lives there.

a) You: I have relatives there, too. It’s one of my favourite cities.

b) You: I've always wanted to go to Vancouver. I love to be near
the mountains.

27
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Small talk — Keep positive

Be sincere when you try to find common interests. Only look for what is obvious, or the client may think
that you are being nosy. Be sensitive if a client does not respond positively to you. Clients may want to
protect themselves from new workers until they can decide whether they can trust you. Don’t take
negative comments personally.

Imagine that you tried to start the following conversations, but the client did not
#1 4 W respond positively. Choose the final comment that is the most positive and circle a)
or b).

TRY this

1. You: It looks like you like classical music.
Client: Those are my CD’s. Don’t touch them!

a) You: Please don’t worry. I just love music.
b) You: Believe me, I have no desire to touch your music.

2. You: Is this a picture of your family?
Client: That is none of your business.

a) You: Sorry for asking!
b) You: I don’t mean to be nosy. It’s a nice picture.

3. You: This is a beautiful vase.
Client: Be careful! It is very expensive and very delicate.

a) You: [ wasn’t going to touch it.
b) You: It looks very precious.

4. You: Did you make these muffins?
Client: Yes, I stayed up all night baking.

a) You: They look homemade.
b) You: You don’t have to be sarcastic.

It can be difficult to be polite and friendly to every client you meet, but this is a very important part of
your job. You may be rushed or tired, or just having a bad day. Tell yourself before each visit that you will
start fresh and try to make a good connection.
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Small talk — Be professional

You can be friendly without sharing too much personal information with your client. You may spend a lot

of time with some people. You should still listen more than you talk.

#15 W

TRY this

Oral Communication

Imagine that you tried to start the following conversations and the client tried to
get personal information from you. Choose the final comment that is the most
professional and circle a) or b).

1. You: Did you have a good sleep last night?
Client: Yes, but you look tired. What’s wrong?

a) You: My daughter didn’t come home last night and I’m really worried
about her.
b) You: I had a bad sleep.

2. You: How was your lunch?
Client: Terrible. Would you eat this garbage?

a) You: You need to follow a special diet with lots of vitamins to make
you stronger.

b) You: No, I don’t know how they can expect anyone to eat this tasteless
food.

3. You: I will be filling in for Doris this week.
Client: Good. She is so mean.

a) You: She can be very strict, but I think she’s really a caring person.
Why do you think she is mean?

b) You: Maybe you should tell Doris how you feel. Are you ready to have
a bath?

4. You: Did you win this tennis trophy?
Client: Yes, and now I can’t do anything. Have you ever felt helpless like me?

a) You: Yes. Once I broke my arm when I fell on some ice. I was supposed
to go on a trip and I had to cancel it. I was really disappointed. I didn’t
even get a refund. So I know what it’s like to be helpless.

b) You: These exercises will help you get stronger so you can do more
things.
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If clients feel comfortable and cared for, there is a good chance they will be more cooperative. This is very
helpful when you need to ask them more personal questions about their health and well-being for keeping
records about them. If you can find a common connection, clients are more likely to trust you, and this
will make your job easier.

Imagine you started the following conversations, and this is how the client
#1 6 W responded. Write a polite, professional response.

TRY this 1. You: I see you enjoy watching hockey. Did you ever play?
S Client: I played a lot of things before I was stuck in this wheelchair.

You:

2. You: It smells good in here. Is that an air freshener?
Client: My daughter gave me two of them. I want you to take one home.

You:

3. You: It’s going to be a beautiful weekend.
Client: Why? Do you have a hot date planned?

You:

4. You: How are you today?
Client: Could be better, could be worse, could be riding in a hearse.

You:
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2. Explain Information and Demonstrate Procedures

An important part of your job is to explain tasks or procedures to your client. Some people may be afraid
of the procedure, especially if you are doing it for the first time. Some people may not understand why
you are doing something. Some people may not be sure which parts of the procedure they will participate
in and which parts you will do.

Here are some things you can do and say to make sure that your message gets through to your client.
Explain the reason for the procedure.

Give a short explanation. Do not use technical words that the client may not understand. Begin your
explanation like this:

«  “We need to do this because....”
« “This is important because....”

e “Ineed to.....because....”

Example Procedure: Turning your client in bed.

Explanation: “I need to turn you onto your side because this will take pressure off
your back. I want you to be comfortable.”

Tell your client all of the steps in the task before you begin.
Make sure you tell the steps in the correct order.

Use signal words like these:
1. First
2. Next
3. Then

4. Finally
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Example Procedure Steps

“First [ will lower your bed rail.”
Turning your client in bed. | «Next | will place one hand on your shoulder and one hand on your hip.”
“Then I will roll you gently toward me.”

“Finally I will place pillows behind your back and between your knees.”

Perform each step of the procedure.
Make your words match your actions. Involve the client. Here are different words you can use:

o FirstIwill............ Let’s start by....To start with

¢ NextlIwill............ Our next step....

« Nowlwill............ Let’s do this now....

« Finally................. We’re finished....That’s all....
Example Procedure Steps

“First I will raise the head of your bed.”
Helping your client sit “Next I will lower the bed rail.”

on the side of the bed. ] )
“Now I will support your shoulder and thigh.”

“Now I will lower your legs over the edge of the bed.”
“Let’s do this now.”

“Please hold onto the edge of the mattress.”
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#17 W

TRY this

Oral Communication

Imagine that you are working with a client who can’t get out of bed. Explain how
you will help the client to move up in bed.

Example Procedure: Assisting a client to move up in bed.

Steps:
“First [ will move your pillows to the head of the bed.”

“Next I will help you bend your knees and place your feet flat on the bed.”
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Teaching your client a task.

Sometimes you may need to teach your client to do a task on his or her own. You will need to:

« Tell the client the steps in the task.
«  Show the client how to do each step.

« Have the client try each step while you watch and listen.

Here are some tips for teaching someone a new task.

Break the task into small steps. Give clear instructions. Use short sentences.

Start with easy steps that your client can do. This will build your client’s confidence and help him
or her to keep going.

Check for understanding. If you ask yes or no questions people will often say that they understand
even if they do not. It is best to use questions where the client must say more than yes or no. Try
questions like this:

«  “What parts do you understand?”

«  “What parts are confusing?”

«  “What questions do you have?”

« “What things are not clear?”

* Do not answer your own questions.

Tell your client to focus on only one step at a time.

Encourage your client at every step. Use words like this:

+  “I know that you can do it.”
«  “Well done.”

+  “You’re almost finished.”

« “Youdidit.”

Monitor your client’s progress. Watch for signs that your client is very tired.

Ask questions like:
« “Are you okay?”
« “Are you in pain?”
+  “Do you need to take a break?”
«  “Do you need to rest for a minute?”

Be patient. Relax and smile. Do not rush your client.

Give your client a chance to practise. Practise helps a person to remember.
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The table below shows words you can use for different purposes while you are
#1 8 teaching a client a task. Put an X under the column that best describes the reason

for the words. The first one is done for you.

TRY this
Check Monitor
Words ) Encourage
Understanding Progress
“What questions do you have?” X

‘Well done.”

“Are you in pain?”’

“That’s right.”

“You’re almost finished.”

“Do you need to rest?”

“What things aren’t clear?”

“Do you want me to repeat this?”

“Are you okay?”

“Very nicely done.”
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3. Respond to Questions

When you explain information to clients it is important that they understand you.
Encourage clients to ask questions about procedures. Answer their questions clearly. Use non-verbal
actions to match your words.

Sometimes clients will ask the same questions over and over. Your client may be afraid or unsure of what
is happening. Be patient. Answer these questions each time they are asked.

Sometimes clients or their family members will ask you for advice or opinion. This is not part of your job.
Your advice could go against the doctor’s orders, the care plan, or the family’s wishes. Your client could
become confused, anxious, or angry.

If a client or family member asks you a question that is inappropriate for you to answer, avoid answering
it. Here are some things you can do:

« Acknowledge that it is a difficult decision.

« Say you wish you could help them.

+ Tell them that it is not your role to give advice.

« Suggest that they talk to your supervisor or their case manager.

« If'they are concerned about someone, ask them to talk to the person
directly.

« Ask them if there is anyone else they can talk to about a problem or

decision.
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Read the questions in the first column. Decide if it is appropriate or inappropriate
#1 9 W for a care worker to answer the questions. Put a check (v') in the correct column.

TRY this Question Appropriate | Inappropriate

Do you think I should go to a nursing home?

How do I know if this bottle is sterilized?

Will this be a dangerous operation?

Am I healthy enough to go on a trip?

Does the care plan say I can eat nuts?

Is my dad getting better?

I think that other worker is mean. Don’t you?

What time do we have to leave?

Do you believe in life after death?

Will you help me put on my shoes?
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4. Provide Comfort

Your job is to make your clients as comfortable as possible. Usually your job is to take care of your
clients’ physical comfort. Sometimes your job is to comfort them emotionally. Their fears are real. Here
are some are some tips:

« Encourage them to explain exactly what the problem is.
« Repeat what they said in your own words so that they know you understand.
« Do not try to minimize their problems.

« Help them to feel more relaxed by showing your confidence in the health care team.

Read the problems the client has expressed. Read the two different responses to
#2 0 each problem. Circle the letter in front of the response that is most likely to
provide comfort for the client.
TRY this
- 1. Miss Phillips: “I’m worried about this operation.”
a) “Everything will be fine.”
b) “The doctor and nurses will explain everything to you so that you know

what to expect.”

2. Mr. Stable: “I don’t want that lady doctor looking at my leg.”
a) “Doctor Vincent is a qualified doctor. She needs to look at your leg so
that she can help you feel better.”
b) “We have lots of women doctors. It’s no big deal.”

3. Mrs. Wright: “I’m afraid you’ll hurt me!”
a) “This can be scary the first time we do it. We are trained to do it gently
and carefully. Let us know when you are ready.”
b) “Don’t worry.”

4. Mr. Shaw: “I can’t remember what I’m supposed to do.”
a) “Look on the bright side!”
b) “I’ll show you again step-by-step, then you can show me.”
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120

Continued

Oral Communication

5. Mrs. Dieppe: “My family hardly ever visits me. They don’t care that I’m sick.”

a) “There, there. It could be worse.”
b) “They may have reasons why they can’t visit more often. Have you told

them how you feel?”

6. Mr. Lee: “They don’t do it like this in my country.”
a) “Can you tell me more about health care in your country?”
b) “Well you’re in Canada now.”

7. Mr. Littlejohn: “I don’t want my neighbours to see me with a walker.”
a) “So, you are upset that others will see that you need help walking. They
will see how hard you are trying to get well again.”
b) “At least you are out of bed.”
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You will work with many other people as part of the health care team. Your supervisors may include
nurses, resource coordinators, therapists, or other professionals. Your co-workers are other support
workers, as well as any other people who help care for clients.

Even if you are a home care worker and you spend most of your time in the community, you are still a part
of a health care team. It is important for you to understand your role and to communicate with other team

members in a professional way.

The main reasons that you communicate with supervisors and co-workers are to:

Receive Instructions Share Information

1. Receive Instructions

Every client has a health care plan that tells what the health care team members need to do. Your
supervisor will explain what part of the plan applies to you. Your supervisor will train you in any of the
procedures you need to perform.

You are accountable for what you do on the job. This means that you are responsible

for your actions. If you do something to harm a client you could find yourself in

serious trouble. You could lose your job or find yourself in a court of law. It is your You must ask

job to make sure you understand how to do something before you do it. questions if
you do not

understand

It is difficult for some people to ask questions. They may be shy or they may be afraid SErUCHioNs.

of their supervisor. They may think that their supervisor will think that they are stupid

if they ask questions. They may compare themselves to others who learn more quickly
or to those who have more experience. Their supervisor may be in a hurry and they do
not want to interrupt or slow things down.

Earlier in this unit you learned about some of the things you can do to make sure you that understand
messages from others. (See Parts of Good Communication, Part 4.)
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You learned to:

« repeat using your own words
« ask for a demonstration
« show how to do the instruction

« ask for the meaning of unfamiliar words

Be Polite

There are different ways to make sure that you understand someone’s message. Some ways are better than
others. For example, if you say “What?” or “Huh?” or even “Excuse me?” some people may not know
what you want. Other people may think you are rude. This may cause communication problems.

If people think that you are polite you will get more help than if they think you are rude. Even if you don’t
think you are rude, the words you use could make others think that you are. Here are some polite phrases
you could use for different purposes.

Interrupting Checking for understanding
« Excuse me....May I interrupt? * Areyousaying....?
« Sorry to interrupt.... « Let me make sure I understand...
«  May I ask a question? « So, in other words,....
+ Thank you.... « Are you telling me....?
« IfI could just add something here.... «  This is what I understand....
« A little slower please. « Is this correct....?

Asking for repetition
« Can you repeat that please?
« I didn’t catch all of that. Can you say it
again?
«  Would you please repeat that?
+ I’'m sorry. I missed part of what you said.
Would you say it again please?

If you do not already use some of these polite phrases, you should. A good way to help you remember
these phrases and practise them is to cut out these three boxes. Carry these phrases with you and practise
them on the job and in daily life until being polite becomes a habit.
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Imagine that you are a support worker getting instructions from your supervisor.
#21 Read each conversation. Find a phrase from the boxes on the previous page that
makes sense. Add it to the conversation.

TRY this

1. The supervisor is demonstrating how to take the pulse of a client.

Supervisor: “The client should rest for at least 10 minutes before you start.
Place two or three fingers on the inside of the wrist just below the
base of the thumb. Press lightly with two fingers so as not to stop
the flow of blood through the artery.”

Support worker: “Excuse me. I didn’t understand exactly where to place my

fingers.

2. The supervisor is demonstrating how to measure the oral temperature of a
client.
Supervisor: “Make sure that the client is in bed or sitting down. Next, shake the
mercury down until it is below the calibrations, and then run the
thermometer under cool water.”

Support worker: “ , but can you

explain what calibrations means?”

3. The supervisor is explaining the correct procedure for washing hands.

Supervisor: “Wet hands with warm to hot running water. Apply enough soap to
get a good lather. Rub hands together using a rotating, frictional
motion for at least 20 seconds. Make sure to wash between the
fingers, up the wrists, around the cuticles, and under the nails.
Rinse well with running water. Dry thoroughly with a paper
towel.”

Support worker: we must

make sure that all parts of our hands are thoroughly soaped,

rinsed, and dried.”
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This table summarizes some of the main things to keep in mind when you receive instructions from

someone else.

Do Do Not
Keep trying until you understand. Say “I give up” or “I’ll never get this” or “Whatever.”
Say “Please” and “Thank you.” Say “What?” and “Huh?”

Be specific about what you don’t « , -
Make general statements such as “I don’t get it.
understand.

Ask questions. Pretend that you understand when you do not.

o . Get distracted. Do not let your mind wander to
Stay focused during instructions. )
something else.

Make notes of important points, as well as )
i ) Try to remember everything all at once.
questions that you will need to ask later.

2. Share Information

As part of a health care team, you will need to share information about what was done and what needs to
be done with clients. You will also need to share information about clients’ responses to care and
treatment.

It is important that you make sure that the information you share is clear and concise. In Part 1 of this unit
you learned how to send clear messages. This includes making sure that your verbal and non-verbal
messages match. Reread the table about the Do’s and Don’ts of sending clear messages.

Being concise means saying exactly what needs to be said without extra information that is neither helpful
nor necessary. This means sticking to the facts. Most health care settings are very busy places. You may
not have a lot of time to share information with your co-workers or supervisors, especially at the end of
your shift. This is why it is important for you to be concise.
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Read the two sets of information a support worker shared with another team
#22 member. Decide which set of information is the most clear and concise.

Put an X on the line in front of this information.

TRY this

Example:

X “Mrs. Downing ate her breakfast today, but not her lunch. She said her
stomach was upset and she only drank her tea at lunchtime. She slept from
1230 to 1430. She said she felt better when she woke up.”

___ “Mrs. Downing ate her breakfast today. At lunchtime she was fussy and
she pushed her lunch tray away. I think she doesn’t like the food here. I can’t
blame her. She said her stomach was upset, but she didn’t have any trouble
drinking her tea. She slept all afternoon. She said she felt better when she
woke up.”

1. “Mr. Slivinski was out of it today. He thought I was his mother and he
kept talking about getting ready for school. He was crying and carrying
on all day. I sat with him as long as I could.”

1. “Mr. Slivinski was confused today. He thought I was his mother. He talked
about getting ready for school. At 1415 he was upset and crying. I sat
with him until 1445 and told him that I was there to protect him from
harm.”

2. “Mrs. Chan has a breast infection because one breast looks red and
swollen. She had trouble breast feeding because she said it hurt. She was
wearing two sweaters and it was so hot in her apartment I could hardly
breathe. Her temperature was 37.2 degrees.”

2. “Mrs. Chan has cracked skin around her nipples. One breast has red
streaks and she says it is painful, especially when breast feeding. Her
temperature was 37.2 degrees and she said she felt chilled even though
she wore two sweaters.”
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3. “Mr. Peters asked to go to the bathroom today! He said
#22 “me...uh...room...uh...bathroom.” I praised him for his ability to
. express his needs.”
Continued
3. “Mr. Peters finally spoke a sentence today, kind of. He said he wanted to

go to the bathroom. I couldn’t believe it! I thought he would never say
more than one word ever again.”

4. “Gordon and I read the first chapter of Harry Potter and the Deathly
Hollows today. He has two copies, so we took turns reading different
parts. He loves changing his voice for different characters. He was very
excited, and he will probably read more of the book on his own before
you get a chance to read with him. Maybe you can ask him what has
happened so far.”

4. “Gordon and I read together today. That kid does some amazing voices! I
don’t usually like reading, but I really got into it. Did you know that J.K.
Rowling, the woman who wrote the Harry Potter books, is richer than the
queen? I wish I could write books. Gordon is a really good reader.”

5. “Mrs. Lavallee finally got a hearing aid today. I can’t believe what a
difference it makes! She was in a really good mood and she made me talk
to her from across the room. She said she could hear me and she was very
excited. Now maybe she’ll turn her radio down!”

5. “Mrs. Lavallee was fitted with a hearing aid today. She could hear me talk
to her from across the room. She was very pleased. She will now be able
to listen to her radio at a lower volume.”
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In Part 2 of this unit you also learned how to check to see that other people understand your message.
Remember these important points.

Check non-verbal clues
« Does the person seem to ignore you?

« Does the person’s face have a confused expression?

« Does the person shake his/her head or raise his/her shoulders?

Here are some things you can do if you think someone does not understand you.

Repeat
« Say the words again.

« Say the words with actions that match.

« Say the words a different way.

Ask questions
« Do you understand?

« Do you know what [ mean?
+ Is this clear to you?

«  What questions do you have about this?
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Answer Key
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o

TRY this #1

1. You can communicate better using Tone 1.

2. Your body language should be friendly when you use Tone 1. You have a pleasant expression,
and relaxed hand movements and shoulders. You are comfortable looking into the client’s

eyes.
TRY this #2
Verbal Message Non-Verbal Message
Nice to meet you. shakes hands
How are you? X looks in purse
I’m listening. X puts food in microwave
I understand. nods head up and down
It’s good to see you. smiles and looks in eyes
Tell me about it. sits and leans toward speaker
I see. X frowns and looks confused
May I help you? offers arm to hold
TRY this #3
1.7
2.C
3.9
4.7
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TRY this #4

1. Lower the bed to its lowest position. Lock the bed wheels. Lower the bed rail if used.

2. After a fall check for these signs of a fracture. The client feels pain or tenderness. The
client has swelling or bruising. The client is unable to move a limb. The client reports
having felt a bone snap.

3. Exercise helps prevent muscle atrophy and other complications of bed rest. Some
exercise occurs with activities of daily living and from turning and moving in bed
without assistance. Sometimes additional exercises are needed for muscles and joints.
A client may need to use a trapeze to strengthen arm muscles.

TRY this #5

Answers will vary.

TRY this #6

Answers will vary. Here are some possibilities.

1. You may or may not answer her question. You should remind her that it’s important for her to
understand the procedure for helping her mom. Ask her to repeat the procedure if you are not
sure she understands it. Repeat the instructions as necessary.

2. Remind the client what day it is and that you were not there the day before. Ask her if anyone
visited her the day before. Ask her the question in different ways. For example, “Do you
remember if you had a bath yesterday?”

“Did anyone help you with your bath?”
3. Ask your client, “Do you remember the name of the person who is coming to get you?” Tell
the client Kevin’s name again, if necessary. “Do you remember when Kevin is coming to get

you?” Tell the client the time Kevin is coming, if necessary. You could also write this
information down on a slip of paper.
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4. Say, “Excuse me” and wait until you have the nurse’s attention. Ask the nurse if there is
something else you need to do. For example, you may need to make a written report. If you
think the nurse has not heard you, politely repeat the incident.

5. Return to the client and make sure that she can see and hear you well. Repeat the instructions
using gestures. Wait for her to start washing herself before you leave.

TRY this #7

Part A - Answers to questions will vary.

Part B

These are the good listening behaviours:

I prepare to listen by removing noises or finding a quiet place.

I pay attention to a person’s tone of voice.

I look at the person’s face and nod my head to show I understand.

N DN W =

I pay attention to the speaker’s body language.

9. I think about what someone says before I respond.

11. I bring my attention back when it starts to wander.

13. I take notes when the information is important or difficult to remember.

TRY this #8
Verbal Message Non-Verbal Message
I feel good today. —| Big smile. Bright eyes.
I don’t need any help. X | Can’t open a bottle top. Starts banging it on table.
My leg feels better. X | Limps more than usual.
It’s okay. Looks you in the eye and smiles.
I’m not upset. X | Yells words.
You are doing a great job. Shakes your hand.
Don’t worry. Touches your shoulder.
That’s great! X | Turns and stomps away.
My mom is fine. X | Mother has tears in her eyes.
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TRY this #9

Answers will vary. Here are some possibilities.

Scenario 1
1. What does buttocks mean?

2. Can you show me what you mean?
3. I don’t understand the word soothing.

4. I could demonstrate how to give a backrub to a client.

Scenario 2
1. What does hang a left mean?

2. Watch the person’s body language. The person will be pointing while giving you directions.

3. Repeat the directions so that the person can correct you if you are wrong.

Write the directions down.

Ask the person if they know the names of the streets where you should turn.

Check a map if you have one.

Scenario 3
1. When did the pain start?

What does it feel like?
Where does it hurt?

Do you have medication?

2. Breathing difficulty.
Pulse that is faster or slower than normal.
Pale or bluish skin.
Nausea and vomiting.
Sweating.
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3. You must follow the guidelines set by your employer, such as when to contact your
supervisor.

These are general guidelines only:

« If you think the client is having a heart attack call emergency.
« If'the client has heart medication make sure he takes it.

« Have him rest in a position that helps breathing.

4

TRY this #10

Your Words Client Supervisor Co-worker

Do you want to go to a movie? X

Can you check my report please? X

Did you have a bowel movement? X

I can’t come to work today. X

Have you made a will? X

Chris and I had a great weekend! X

Are you comfortable now? X

Oral Communication 53



Essential Skills for Health Care Aides

TRY this #11

1.

These words are appropriate. You give the client information and instructions. You give the
client time to prepare for the task. Your words match your actions.

2. These words are inappropriate. You are using slang that your co-worker may not understand.
Y our words make it more difficult to give the client in Room 4 the help he or she needs.

3. These words are inappropriate. You are treating the client like a child. You are using slang that
may confuse your client.

4. These words may be appropriate if the supervisor is informal and you know that he or she
enjoys jokes. Your shift is over so you are not taking time away from your clients.

5. These words are inappropriate. Your co-worker behaves in a formal way at work and would
probably not appreciate a joke at this time. You may both miss an important lesson which could
harm your clients.

TRY this #12

1. The support worker rushes through the door instead of entering calmly. This may upset the
client.

2. The support worker talks to the client while doing other things. The client may not hear the
support worker.

3. The support worker does not know the client’s name. The worker should have checked this
before entering the client’s home. It may make the client feel unimportant.

4. The support worker talks about herself and her personal experiences.

5. The support worker asks about the client’s health last. This should be the support worker’s first
concern.

TRY this #13

Answers will vary.

TRY this #14

1. a
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TRY this #15

on

. Avoid discussing other workers with clients.

BN
c o ®

TRY this #16

Answers will vary.

TRY this #17

Procedure: Assisting a client to move up in bed.

Steps: “First I will shift your pillows to the head of the bed.”
“Next I will help you bend your knees and place your feet flat on the bed.”
“Then you will fold your arms across your chest.”
“Next I will place one knee on your bed.”
“Next [ will place my arm under your thighs.”
“After I count to three you will raise your head and push with your heels.”
“At the same time, [ will use my weight to help push you to the head of the bed.”

TRY this #18

Check Monitor
Words . Encourage
Understanding Progress

“What questions do you have?” X
‘Well done.” X
“Are you in pain?” X
“That’s right.” X
“You’re almost finished.” X
“Do you need to rest?” X
“What things aren’t clear?” X
“Do you want me to repeat this?” X

“Are you okay?” X

“Very nicely done.” X
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TRY this #19

Question Appropriate | Inappropriate

Do you think I should go to a nursing home? X

How do I know if this bottle is sterilized? X

Will this be a dangerous operation? X

Am [ healthy enough to go on a trip? X

Does the care plan say I can eat nuts? X

Is my dad getting better? X

I think that other worker is mean. Don’t you? X

What time do we have to leave? X

Do you believe in life after death? X

Will you help me put on my shoes? X

TRY this #20

1.b)
2.a)
3.a)
4.Db)
5.b)
6. a)
7. a)
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TRY this #21

There is more than one answer for each question. Some possibilities are listed.

1. Ask for
repetition.

Support worker:
“Excuse me. I didn’t understand exactly where to place my fingers. Can you
show me one more time?”

Support worker:
“Excuse me. I didn’t understand exactly where to place my fingers. Can you
repeat that please?”

Support worker:
“Excuse me. I didn’t understand exactly where to place my fingers. Would you
please repeat that?”

2. Interrupt
politely.

Support worker:
“Sorry to interrupt, but can you explain what calibrations means?”

Support worker:
“May I ask a question? Can you explain what calibrations means?”

3. Check for

understanding.

Support worker:
“Are you saying we must make sure that all parts of our hands are thoroughly
soaped, rinsed, and dried.”

Support worker:
“Let me make sure I understand. We must make sure that all parts of our hands
are thoroughly soaped, rinsed, and dried.”

Support worker:
“So, in other words we must make sure that all parts of our hands are thoroughly
soaped, rinsed, and dried.”

Support worker:
“We must make sure that all parts of our hands are thoroughly soaped, rinsed, and

dried. Is this correct?”
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TRY this #22

1. _X “Mr. Slivinski was confused today. He thought I was his mother. He talked about getting
ready for school. At 1415 he was upset and crying. I sat with him until 1445 and told him
that I was there to protect him from harm.”

2. _X “Mrs. Chan has cracked skin around her nipples. One breast has red streaks and she says it
is painful especially when breast feeding. Her temperature was 37.2 degrees and she said
she felt chilled even though she wore two sweaters.”

3. _X_ “Mr. Peters asked to go to the bathroom today! He said “me...uh...room...uh...bathroom.”
I praised him for his ability to express his needs.”

4. _X_“Gordon and I read the first chapter of Harry Potter and the Deathly Hollows today. He has
two copies so we took turns reading different parts. He loves changing his voice for
different characters. He was very excited and he will probably read more of the book on
his own before you get a chance to read with him. Maybe you can ask him what has
happened so far.”

5. _X_ “Mrs. Lavallee was fitted with a hearing aid today. She could hear me talk to her from
across the room. She was very pleased. She will now be able to listen to her radio at a
lower volume.”
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