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earning Objectives

1. Highlight importance of effective communication ar
multicultural health care providers (HCPS) -
//4

2. ldentify Challenges & Barriers of communication & team
collaboration

3. Use different Communication Tools & Strategies to promote
communication
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<> Qatari citizens :15%
<> South Asians 65%:
24% Indians
16%Nepali
11%Filipino,
5% Sri Lankans
5% Bengalis,
4% Pakistani)
<> Arabs (13%)

< Others (7%)

Source: Qatar Statistics Authority, May 2012.
* Qatar Statistics Authority SMS May 2017.
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Qatar

2017 Total population :
2,700,000*
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United States Population by Race/Ethnicity

O American Indian/Eskimo/Aleut*

Ewniter [@Black* [[JHispanic []Asian/Paclific Islander*

1980 2000 2020

*‘Excludes people of Hispanic origin

American Community Survey,2016
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Major Languages In USA

Others - 17%
English - 279%

Korean - 29

Russian - 3%

French - 3%
Arabic - 3%
German - 4%
Portuguese - 4%
Japanese - 5%

Chinese - 25%%

Spanish - 8%

American Community Survey, 2016
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A Comprises 8 hospitals o deoll,
A >2,100 beds

A JCI & ACGME

A Multicultural HealthCare Providers

A 2 Medical schools, 1 Health Sciences & 1 Nursing
College

A >600 (Trainees) residents & fellows
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2013: quick survey in HMC among residents

459 out of 575 (80%) were international medical
graduate
27 nationalities & 28 medical schools

2016 : cross section in HMC among residents
600 Residents from 39 nationalities
Majority: Egypt, Pakistan, Jordan, Sudan, India

2020-Data from HMC among residents & fellows
/00 Residents & fellows from 45 nationalities
Majority: Jordan, Sudan, India ,Pakistan ,Egypt




ARecent quick survey among pediatrics residents142022
A93 residents , 1Rationalities.
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Small group act|V|ty
A Introduce your self
A Backgrounds
) A Languages
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Please read the case scenario & answe
the question from the cultural diversity

point of view

AA 65 years old male admitted with chest
pain. All initial arrangement and wotlp

were done.

Afamily stepped out to let him rest, medica
team rounded and decided a cardiac
catheterization. The doctor came and
explained to him the procedure In detalils.

AThe patient understands and agreed to it.
however, upon offering him the consent b
nurse he did not want to sign.

Any idea why?

y

15



Please read the case scenario & answe

the question from the cultural diversity
point of view

A Susan is a 29 years old pregnant lady in her 8th month
pregnancy came for routine antenatal care. Since she is nev
the country, a social worker came to chat with her to discuss
any support is needed.

A Upon her conversation she asked Susan about her preparati

for the baby like clothing diapers, crib, car seat etc. Susan
L dza SR ' yR 221 SR LJzl | £t SR |
Pttt 2F¥ UKAaeo®

At KS a20AFtf 62NJ SN alFAR al NB

her and did not answer.

What do you think is going through their mind?
(Susan and Social Worker)

16



WHAT IS CULTURE ?

ETHNIC WO
COMMUNI

ETHNIC
| FOLK
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 WHAT IS CULTURE ? e' S on e

'_I'he sum of the way of C U I_TU RE

living Includes ; values, DEVELO}
beliefs, standards, \JLTURE I;IFLE E(
language, thinking ETY \\

patterns, behavioral
norms, communications
styles and others that
guide decisions &
actions of a group
through time



WHAT IS CULTURE DIVERSITY’7

™

0y afd -4
The existence of B4 RS
variety of cultures - ?.’ "f,y ),‘”‘ ¢

value of different g A 5 &
groups withina *_ e |
society or
organization



[Essential Elements of Cultural Diversﬂty

~ Obvious ~ Less Obvious
AReligion ABeliefs& Values
AEthnicity / Race AWay of thinking & perceptions
ANational Origin/language AEthics.
AGender ABehavioral norms

ACommunications styles
AAcceptance of using medicatio




Please write capital letter 'E' on your forehea




The E Test — Perspective Taking

Self-Oriented E Other-Oriented E

A Eto-self: If letter is written, it only makes sense to you (safientated)

A Eto-others: If the letter is written, it makes sense to others, you take the
perspective of others into consideration when making decisions

Galinsky , 2006



t is communication?
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Model Of Communication

Sender Recelver

Z -

Feedback

Shannon & Weaver, 1948



The Interaction Model of Communication

I
7/\ /\( ;

“How are you?” = Message

Channel

Decoding

Encoding

Sender-Receiver Sender-Receiver

“Fine, thank you!” = Message

kychological Context
Feedback Channel
Schramm, 1997



L Transactional Model of Communicatioﬂ\

Physical and
Psychological Context

N I

\ i
g Co-creation of :

Communicator é Communicator
Relational Context

Barnlund, 1970

Social Context
Cultural Context




Effective Communication

A Message must be clear |

A Sender must deliver message clearly & concisely@

A Receiver must be able to hear, receive, underst:
the message

A Interruption or distractions must be avoided
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Intercultural communication

&
" 4 'R\

\
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The wide range of communication processes and problems that naturally ar
within an organization or social context made up of individuals from different
religious, social, ethnic, and educational backgrounds

31
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Barriers That Impede Effective Cr&3sltural communicatio

Sy T _

Fear and Distrust.

Racism.

Bias and Ethnocentrism.

Ritualistic behavior.

Assumed similarity.

Nonverbal communication.

Verbal language.

Differences in perceptions and

expectations.

Evaluation tendencies

= Preconceptions and stereotypes.
- w : .
x> ™ .

32



Claude Elwood Shannon,1948 33

Clear and effective communication requires much more than just words




You cannot
not communicate

PaulWatzlawick
1921-2007



Elements of Personal Communication

Y = 7% spoken words
X 0

fyoice: fone Modaton, ok noemeris 38% voice and tone

55% body language

Albert Mehrabian, 1960



sounds
(e.q. laughing)

closeness

(e.g. ‘invading
someone’s

space’)

body contact
(e.g. shaking
hands)

facial
expression
(e.g. frown)

ways of talking

(e.g. pauses,
stress on words)

posture
(e.g. slouching)

appearance

non-verbal
communication/
body language

(e.g. untidiness)

head

eye movements
(e.g. winking)

movements
(e.g. nodding)

hand
movements

(e.g. waving)

Intercultural communication

Nonverbal Communication



How do you say:

“twice a day”




Words Have Multiple Pronunciation

These words are known &®mographs

Theses words have same spelling but not the meaning or pronunciation

Examples
* The bandage was wound around the wound.

* We must polish the Polish furniture.
* He could lead if he would get the lead out.

38
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ASimilar sounds words

Theses words have same pronunciation but not the meaning o spelling

Examples:
pale/pail
alter/altar
buy/bye/by
rain/reign

39



NN VACTIVITIES

Watch the video ,Observe the
Interaction and share your thoughts
on

6 Communication Skills

@ Culturesensitivity & awareness

é Patients care




Communication Irhealthcare

The exchange of information between a

patient & their healthcare provider,
Involves tweway communication

(spoken, written and noiverbal) that

engages patients in decision making &

care planning. It is tailored, open, honest

and respectful & there I1s an opportunity

for clarification& feedback

Brooks LA et al ; Culturally sensitive communication in healthcare: A concept arZdl§Sis



Culture diversity in healthcare

When a clinician interacts with a patient, three cultures are juxtaposed :

—_

B influence

A Culture of the patient the outcome
A Culture of the healtttare providers "
A Culture of the workplace: health care syst&mstitutions




Cultural
Sensitivit

The abllity to be open

to learning about and

accepting of different
cultural groups

PAAA




diversity including how culture may
AYFEdzZSYOS LI GAS
attitudes & involves acknowledging
respecting individual differences

Cultural
Sensitivit




4 2 years old boy ,came to emergency with acute gastro
enteritis & abdominal distention ,during physical examination
we found this lesion !
\ WHAT DID YOU OBSERVE/ WHAT IS YOUR NEXT STEP?

45



[ Cultural Diversity & Health Care }

(. B

A Effective communication
skills

A Culture sensitivity

awareness

Patient/Family Healthcare Provide

Understanding Assessment
& &

Expectations Expectations

46



NN VACTIVITIES

Watch the video ,Observe the
Interaction and share your thoughts
on

6 Communication Skills

é Culturesensitivity & awareness

é Patients care




\

Impact of communication in healthcare




What will happen if communication is not culturally sensitive?

Reduced patients & family's
satisfaction

High risk of miscommunication
Poor adherence to treatment
Poor healthcare outcomes

Increased prevalence of
adverse events

Do Io Io To  Ix

PaternotteE et al; Intercultural doctepatient communication in daily outpatient care: Relev&vt communication skills.2016



Type of Human Errors
Blunt End and Sharp End of Clinical Error

Blunt End the structure & process in health care delivery

Point of Sharp End
patient -

contact

Clinical
Errors

James Reason ; Human error: models and management; BMJ. 2000 Mar 18; 320(7237)0768



Human factors modeilHypothesizes
(in any system there are many levels of defense )

Levels of defence

Latent conditions: poor
dezign, procedures,
management decisions
ctc.

Active errors
(Patient safety incident)

the Swiss Cheese Model of organizational accidents (Reason 1990)



{ Impact of communication in healthcare}

Al { & M2 RPMNBY S mMmnnY RSIFUOKakae
A UK report: 1:10 admissions experience adverse event

A Poor communication is the leading cause of adverse events

A Communication failures linked to 1,744 deaths in five years,

US malpractice study finds

Kohn LT et al; Committee on Quality of Health Care in America, Institute of Medik2660



~ Impact of communication in healthcare

Study found that the cost of interpreter services
ranged from $30 to $400 per hour, while the
average Medicaid office visit reimbursement was
only $30 to $50

American Medical Association (AMA)53



~ Impact of communication in healthcare

Patients of physician who communicate well are
A More adherent to therapies

A More satisfied with medical care

A less likely to file malpractice suits

Wendy Levinson et al; A systematic review of surgeatient communication: Strengths and opportunities for improvement; Pati&hication and Counseling 93 (201813



COMMUNICATION FAILURES WITHIN SELECTED SERVICES Neig[ef0 | strategies

Vulnerability to

communication

lapses differs by ‘ ‘ ‘

clinical service. S
38% 34% 32% 20%
of all of all of all of all
general medicine obstetrics cases nursing cases surgery cases
cases involve a involve a involve a
involve a communication failure communication failure communication failure
communication failure N=1,102 cases N=2,019 cases N=7536 cases

N=2488 cases
©2015 The Risk Management Foundation of the Harvard Medical Institutions, Incorporated

55



~ Impact of communication in healthcare

Researclshowed thatculturally competent health care team
has manybenefits:

A More successful resident/patient education
A More appropriate testing and screening

A Fewer diagnostic errors

A Avoidance of drug complications

A Greater adherence to medical advice

Lehman et al ; Diversity & Cultural Competency in Health Care S&0ags



~ Impact of communication in healthcare

Health care providers trained in cultural competency

AProvide better clinical care

AWork more effectively with diverse health care staff

AAct as leaders, mentors, and role models for other
health care providers

Alncrease job satisfaction

Tongue Jr et al; communication Skills for Pat€antered Care; JBJS. 87(3):658, March 2005



Watch the video
Observe the interaction,
Share your thoughts ;

A Communication skills
A Culture sensitive
A Patient care




Khalid( Patient),Shereen(Surgical Resident),Rehab( Nurse),Lama (ER Resident),Reem( ER Physician) ,Ali (
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SHARE YOUR STORY




Objectives

g 1. Highlight importance of effective communication among a
multicultural health care providers (HCPS)

(ej 2. ldentify Challenges & Barriers of communication & team
collaboration

= a Use different Communication Tools & Strategies to promote
s communication



What are the opportunities &
challenges in multicultural

healthcare medical settings?

Share
Your

Thoughts

ZOORTON

X




Opportunity & importance of multicultural health care settinc

A Richness of cultural perspectives

A Strong clinical/medical knowledge & experience
A High education level with multiple academic degre
A Bring positive personal strengths into practice
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