
The presenters have no actual or potential conflict of Interest in 
relation to this presentation



ME Forum 2019 Orientation 

Effective Communication & Team Collaboration in a 

Multicultural Clinical  Health Care Environment;

Challenges & Solutions

ManasikHassanAhmed  Al Hammadi Magda Wagdy



The presenters have no actual 
or potential conflict of Interest 
in relation to this presentation

DISCLOSURE 



Learning Objectives 

1.Highlight importance of effective communication among a 

multicultural health care providers (HCPs)

2. Identify Challenges & Barriers of communication & team 

collaboration 

3. Use different Communication Tools & Strategies to promote 

communication 











American Community Survey,2016 9

Major Languages In USA 





ÅComprises 8 hospitals

Å>2,100 beds 

ÅJCI & ACGME-I

ÅMulticultural HealthCare Providers

Å2 Medical schools,  1 Health Sciences & 1 Nursing 
College 

Å>600 (Trainees) residents & fellows 
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2013: quick survey in HMC among residents 
Á 459 out of 575 (80%) were international medical 

graduate 
Á 27 nationalities & 28 medical schools

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

2020 -Data from HMC among residents & fellows
Á 700 Residents & fellows  from 45 nationalities
Á Majority: Jordan, Sudan, India ,Pakistan ,Egypt



ÅRecent quick survey among pediatrics residents 14 -12- 2022

Å93 residents , 12 nationalities.
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EXERCISE 1 

Small group activity
Á Introduce your self
ÁBackgrounds
ÁLanguages

Share your observation 



Please read the case scenario & answer 
the question from the cultural diversity 

point of view 

ÅA 65 years old male admitted with chest 
pain. All initial arrangement and work-up  
were done.
Åfamily stepped out to let him rest, medical  

team rounded and decided a cardiac   
catheterization. The doctor came and  
explained to him the procedure in details. 
ÅThe patient understands and agreed to it.  

however, upon offering him the consent by  
nurse he did not want to sign.

Any idea why?
15



Please read the case scenario & answer 
the question from the cultural diversity 

point of view 

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

ÅUpon her conversation she asked Susan about her preparation 
for the baby like clothing diapers, crib, car seat etc. Susan 
ǇŀǳǎŜŘ ŀƴŘ ƭƻƻƪŜŘ ǇǳȊȊƭŜŘ ŀƴŘ ŀƴǎǿŜǊŜŘ άƛǘ ƛǎ ǘƻƻ ŜŀǊƭȅ ǘƻ Řƻ 
ŀƭƭ ƻŦ ǘƘƛǎέΦ 

Å¢ƘŜ ǎƻŎƛŀƭ ǿƻǊƪŜǊ ǎŀƛŘ άŀǊŜ ȅƻǳ ƘŀǾƛƴƎ ŀ ǇƭŀƴΚέ ǎƘŜ ƭƻƻƪŜŘ ŀǘ 
her and did not answer. 

What do you think is going through their mind? 

(Susan and Social Worker)
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WHAT IS CULTURE ?

17
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The sum of the way of 
living includes ; values, 

beliefs, standards, 
language, thinking 

patterns, behavioral 
norms, communications 
styles and others that 

guidedecisions & 
actions of a group 

through time 

WHAT IS CULTURE ?



WHAT IS CULTURE DIVERSITY?

19

The existence of 
variety of cultures 
value of different  
groups within a 

society or 
organization 
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ÁReligion
ÁEthnicity / Race
ÁNational Origin/language
ÁGender

ÁBeliefs& Values
ÁWay of thinking & perceptions
ÁEthics
ÁBehavioral norms
ÁCommunications styles
ÁAcceptance of using  medication

Essential Elements of Cultural Diversity 

Obvious Less Obvious 



Please write  capital letter 'E' on  your forehead 
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ÁE-to-self: If letter is written, it only makes sense to you (self-orientated)

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

Galinsky , 2006
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Sending & Receiving information between two or more people



Model Of Communication

Sender Receiver

Feedback
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Message

Shannon & Weaver, 1948 



The Interaction Model of Communication

Schramm, 1997
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Transaction Model of Communication

sender 

receiver

sender

receiver

Transactional Model of Communication



ÁMessage must be clear

ÁSender must deliver message clearly & concisely

ÁReceiver must be able to hear, receive, understand 

the message

Á Interruption or distractions must be  avoided

29

Effective Communication 



DOES CULTRUE INFLUENCE 
OUR COMMUNICATION?
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Intercultural communication 

The wide range of communication processes and problems that naturally appear 
within an organization or social context made up of individuals from different 
religious, social, ethnic, and educational backgrounds. 
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Barriers That Impede Effective Cross-Cultural communication

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.



33Claude Elwood Shannon,1948  

Clear and effective communication requires much more than just words



You cannot 

not communicate 

Paul Watzlawick
1921-2007



Albert Mehrabian, 1960

7% spoken words
38% voice and tone
55% body language 

Elements of Personal Communication



Intercultural communication 
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Words Have Multiple Pronunciation 

Theses words have same spelling but not the meaning or pronunciation 

These words are known as Homographs



ÅSimilar sounds words 
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Theses words have same pronunciation but not the meaning o spelling 



Culturesensitivity& awareness

Communication Skills

Patients care

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



The exchange of information between a 
patient & their healthcare provider, 
involves two-way communication 

(spoken, written and non-verbal) that 
engages patients in decision making & 

care planning. It is tailored, open, honest 
and respectful & there is an opportunity 

for clarification& feedback 

Communication in healthcare

Brooks LA et al ; Culturally sensitive communication in healthcare: A concept analysis- 2019



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

Á Culture of the patient
Á Culture of the healthcare providers  
Á Culture of the workplace: health care system& institutions

42

influence
the outcome 

of the 
encounter

Culture diversity in healthcare 



Cultural
Sensitivity 

The ability to be open 
to learning about and 
accepting of different 

cultural groups 



Cultural
Sensitivity 

First 
ÅRecognizeown cultural beliefs, values, and behaviors, personal  

experiences that influenced make clinical decisions
Then 

ÅUnderstandthe culture,beliefs & value of medicine/healthcare  
(e.g., patient autonomy and the value placed on scientific evidence)

Finally
ÅIncrease awareness about patient's social, cultural background 

which affect his understanding &communication

requires an awareness of cultural 
diversity including how culture may 
ƛƴŦƭǳŜƴŎŜ ǇŀǘƛŜƴǘǎΩ ǾŀƭǳŜǎΣ ōŜƭƛŜŦǎΣ 

attitudes & involves acknowledging & 
respecting individual differences 
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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?



Healthcare Providers
Assessment 

& 
Expectations
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Å Effective communication 
skills

Å Culture sensitivity 
awareness 

Patient/Family
Understanding 

&
Expectations



Culturesensitivity& awareness

Communication Skills

Patients care

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



Impact of communication in healthcare  
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What will happen if communication is not culturally sensitive?

Å Reduced patients & family's 
satisfaction 

Å High risk of miscommunication
Å Poor adherence to treatment 
Å Poor healthcare  outcomes 
Å increased prevalence of 

adverse events

PaternotteE et al; Intercultural doctor-patient communication in daily outpatient care: Relevant communication skills.2016



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

Sharp End 

Blunt End 

Clinical 
Errors

Point of 
patient 
contact

the structure & process in health care delivery 

James Reason ; Human error: models and management; BMJ. 2000 Mar 18; 320(7237): 768ς770



the Swiss Cheese Model of organizational accidents (Reason 1990)

Human factors model -Hypothesizes 
(in any system there are many levels of defense )



Kohn LT et al; Committee on Quality of Health Care in America, Institute of Medicine -2000

Á¦{ ά ¢ƻ 9ǊǊƛǎ ƘǳƳŀƴέΣ мллY ŘŜŀǘƘǎκȅ ŘǳŜ ǘƻ ƳŜŘƛŎŀƭ ŜǊǊƻǊǎ 

ÁUK report: 1:10 admissions experience adverse event

ÁPoor communication is the leading cause of adverse events

ÁCommunication failures linked to 1,744 deaths in five years, 

US malpractice study finds

Impact of communication in healthcare  
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American Medical Association (AMA) 

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

Impact of communication in healthcare  



Wendy Levinson et al; A systematic review of surgeonςpatient communication: Strengths and opportunities for improvement; PatientEducation and Counseling 93 (2013) 3ς17 

Patients of physician who communicate well are:  
ÅMore adherent to therapies
ÅMore satisfied with medical care
Å less likely to file malpractice suits 
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Impact of communication in healthcare  



The latest CRICO Strategies CBS Report 2015 , Malpractice Risks 
in Communication Failuresin US , analyzed national medical 
malpractice claims ;
They found that  Failures in Communication Contribute to  30 % 
Medical Malpractice 
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Researchshowed that culturally competent health care team 
has many benefits: 

ÁMore successful resident/patient education
ÁMore appropriate testing and screening
ÁFewer diagnostic errors
ÁAvoidance of drug complications
ÁGreater adherence to medical advice

56

Impact of communication in healthcare  

Lehman et al ; Diversity & Cultural Competency in Health Care Settings -2012
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Health care providers trained in cultural competency:

ÁProvide better clinical care 
ÁWork more effectively with diverse health care staff
ÁAct as leaders, mentors, and role models for other 

health care providers
ÁIncrease job satisfaction

Tongue Jr et al; communication Skills for Patient-Centered Care; JBJS. 87(3):652-658, March 2005

Impact of communication in healthcare  



.

Watch the video
Observe the interaction,
Share your thoughts ;

ÅCommunication skills 
ÅCulture sensitive
ÅPatient care   



Khalid( Patient),Shereen(Surgical Resident),Rehab( Nurse),Lama (ER Resident),Reem( ER Physician) ,Ali (Surgeon) 
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2. Identify Challenges & Barriers of communication & team 

collaboration  

1. Highlight importance of effective communication among a 

multicultural health care providers (HCPs)

3. Use different Communication Tools & Strategies to promote 
communication 

Objectives 
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ÁRichness of cultural perspectives
ÁStrong clinical/medical knowledge & experience
ÁHigh education level with multiple academic degree
ÁBring positive personal strengths into practice

¢ǊƛǎŎƻǘǘΣ WŜŀƴ !Φ/Φ Ŝǘ ŀƭΦ ά/ǳƭǘǳǊŀƭ ¢Ǌŀƴǎƛǘƛƻƴ ƻŦ LƴǘŜǊƴŀǘƛƻƴŀƭ aŜŘƛŎŀƭ DǊŀŘǳŀǘŜ wŜǎƛŘŜƴǘǎ ƛƴǘƻ CŀƳƛƭȅ tǊŀŎǘƛŎŜ ƛƴ /ŀƴŀŘŀ -2016

Opportunity & importance of multicultural health care setting 


