Building trust
and empathy
around COVID-19:

A Client-Centred Communication Approach

Training for Facility-based Providers
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Module One

INTERPERSONAL COMMUNICATION (IPC)

There are three main types of communication interactions that occur
within a provider-client relationship. They are:

e Caring: The goal is to establish and maintain a positive rapport with
the client.

e Problem solving: The goal is for the client and provider to share all
necessary information for accurate diagnoses and appropriate
treatment.

e Counselling: The goal is for clients to understand their condition and
adhere to their treatment or therapeutic regimen.

While they occur throughout an interaction, these types of
communication often happen sequentially, with caring communication to
establish a positive tone, then problem solving to diagnose, and finally
counselling to provide relevant health education.

To communicate effectively through these different interactions, use the
following interpersonal communication (IPC) techniques:

o Effective questioning to determine what service the client wants or
how he/she is feeling, what the client already may know, or what
problem he/she may have.

e Open-ended questions encourage the client to freely offer
information, concerns, and feelings. Example: “How do you feel
today?”

e Closed-ended questions help obtain specific information, especially
if there is a limited time, such as in an emergency or in taking a
medical history. Example: “Do you have any allergies?”

e Probing questions encourage the respondent to give further
information, and to clarify an earlier point. Example: “Could you tell
me more about that?”

e Active listening means providing verbal and nonverbal feedback to
show that you are listening and paying attention to what is being
said.



Reflection/echoing occurs when a provider observes a client’s
emotions and reflects them back to him/her. Example: “It looks like
you are feeling distressed,” or “You appear to feel happy with the
choice you have made.”

Summarizing and paraphrasing means repeating back to the client
what you heard him/ her say in a short form. Example, “I hear you
saying that you are worried about your daughter’s health because
she is eating poorly.”

Praise and encouragement build a client’s sense of confidence and
reinforce positive behaviours. Example: “You are doing a great thing
by getting tested.”

Giving information clearly and simply with visual aids helps equip
clients with accurate, relevant health information.
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Module Two

COUNSELLING

In counselling, the client makes a voluntary, informed choice or decision,
after complete information is given. Effective counselling must be a two-
way communication, not simply telling, instructing, or informing.

IPC is used when counselling takes place but not all IPC is counselling.
Skills and attitudes needed for IPC are also applicable to counselling and
barriers to IPC also affect counselling.

GATHER is a useful tool for counselling.

GREET your clients
politely and with a smile.

ASK your clients about
reasons for coming and
obtain informed consent
where applicable.

TELL your clients about
their choices and proper
use of medications.

HELP your clients to
understand the instructions
and choose treatment
options that suit them.

EXPLAIN fully how to
carry out the behavior
or treatment.

RETURN for follow-up, REFER
your clients to other suitable
health facilities and REASSURE
them you will support them in
their healthy journey.
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Module Three
EMPATHY IN PRACTICE

Empathy is the ability to see things through another person’s perspective
by stepping into their shoes and trying to understand and feel what they
are experiencing. Empathy helps build trust as clients feel the provider
is:

*  Being transparent, honest, and open through
actions, not just by saying so

e Listening to and understanding them and their
concerns

e Being sincere about wanting what is best for them

Tips for Practicing Empathy

Healthcare workers practice empathy by providing compassion and care
to each client they interact with. The following tips can help as health
care workers connect with clients.

e Being transparent, honest and open through actions, not just by
saying so

e Maintain a friendly, relaxed, and attentive attitude
e Show respect for clients
e Ensure privacy and confidentiality

e Create safe space by asking questions, listening with empathy and
without judgment, to understand the client’s needs.

e Accept and treat all clients equally, no matter their age,
socioeconomic or marital status, parity, physical abilities, ethnicity,
tribe, class, or identity

e Ask simple questions such as: “How are you feeling?”

e Look for feelings of hopelessness, depression, or lack of interest in
activities






