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The Importance of Listening

Why is it important to listen?

|
L | Ste n What we hear, guides our response Re S p on d

An essential skill for effective communication

Our response can guide what we hear next or what we need to find out

Listen Respond
“I'm really worried about the “It's understandable. Is there
surgery..” anything particular that’s

/ worrying you?”
“I'm worried about the general

anaesthetic. I'm just terrified that
| won't wake up again!”

“Oh, I can see that you are
worried. Let me just explain a
little bit more about. ..

Listening and the Clinical Communication Criteria
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A: Relationship building

. ' ( To show the
‘ Listen right kind of
‘ | empathy

| woke up and | was | have been here for
struggling to catch my hours! | don’t want to
breath. | just couldn’t stay any longer — | just
breathe, | thought | was want to go home!

going to die!
a | 1 understand your cericerns.
€ _~ Thatmust been frustrating \
N == o
P 0y 1 know, and | understand that it's
L frustrating having to wait so long,
Oh, that must have been very but it's really important that we
Scary for you. wait for the test results before

you go home

B: Exploring ideas, concerns & expectations

e ~

To find out
what's worrying
the patient

Listen to what
the patient is
specifically
. concerned about
M B and ensure that
) your responses
reflect this.

And pick up on
patient cues —
indications as to
their thoughts and
feelings

) pres ribed for his eczema ?
presc!
tio

medica se it 3
Does your SORNNVE N °1 i cream, but | 4ot 12 How is the mother
Nurse: scribed @ S s " se ona
was pres! " + qood to use H
Mother: Well, he was P son why? Hiine that it's not good faellng?
Nurse: Ok 18 there any réa 1able using it | have read Of R
ul feel comfor! oid cream?
Yes, | don't fe€ bout the ster! \dy, SO
Mother cerns you al e to the body.
child t particutarly cO" long-term damage !
Nurse: Ok s there anything tha! pre addictive and ¢an c&¢ se 10 (itis avery A: annoyed
urse: ids are & that ¥
tero ssure
. Well, | read that S . 1 let me rea
Mother \omiwant 0Kt you oo woried: B B: concerned v/
s understan nl
Nurse: | se;,\\ dv:::\a :r\d applied to e e safe to use. thas besn C: judged
hat itis very sa at you use it
not sure asSU e you ! rtant that ¥
Mother: um....'™ s es\tan‘ put1can aSUP Y L really i p:‘auon and stop him

the inflam!

Nurse: "3\2?{%?:%:;::% (:\:y S:"::nc\\ he\preduce
\.I::::\g; much.
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Ask questions and listen so that you can....

v’ Establish the concerns of the patient

v" Pick up on their verbal & non-verbal hints

...and then you can
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v Respond appropriately ﬁ

| sense you are nervous about his
operation, however | can assure you...

| see, and is there
anything in particular that
worries you about that?

healing, well...

v Relate your advice back to what they have said == You mentioned your worry about slow]

D: Information gathering

e
...and show you
are listening to
encourage the

| patient to continue
.

| ...then summarise

to check we have

heard information
correctly

Listen

...and don't be afraid to
clarify anything which is

vague or you haven't
heard properly

E: Information giving

=
/

™
To find out what
the patient
already knows

Listen

[ By pausing often.
Use their
response to
decide how to
proceed

In a healthcare
setting, it is
essential
So, you said that to find out the
it's only on the left
side, is that _ correct
correct? information.
Could you tell me
what you mean by

“feeling funny”?

This ensures you
provide them with
the right kind of
information - the
information they
need/want to know.
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Listening: An essential skill from Day 1

v' for the OET exam

Listening is essential for clinical communication:
v with real life patients

Developing these skills will help you in L

your future career in an English speaking WS, ,

environment ) \*" *w
1 NSEY3 |

You can use these skills from Day 1 \

- -

For information on how SLC can help you with OET:

www.specialistlangugaecourses.com

o Facebook: Specialist Language Courses
Q Twitter: @SLCLtd
o YouTube: Specialist Language Courses

@ LinkedIn: Specialist Language Courses
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