	Milestone 18:  Patient Centered Communication

	Level 1
	Level 2
	Level 3
	Level 4
	Level 5

	Establishes rapport with and demonstrate empathy toward patients and their families

Listens effectively to patients and their families
	Elicits patients’ reasons for seeking health care and expectations from the ED visit

Negotiates and manages simple patient/family-related conflicts
	Manages the expectations of those who receive care in the ED and uses communication methods that minimize the potential for stress, conflict, and misunderstanding

Effectively communicates with vulnerable populations, including both patients at risk and their families
	Uses flexible communication strategies and adjusts them based on the clinical situation to resolve specific ED challenges, such as drug seeking behavior, delivering bad news, unexpected outcomes, medical errors, and high risk refusal-of-care patients
	Teaches communication and conflict management skills

Participates in review and counsel of colleagues with communication deficiencies

	Suggested Eval/Tools:

	Resident will read material such as “Martin’s Mind Map” and either meet with mentor or reflect on areas that they will now incorporate into their patient encounter

Require resident have patients complete evaluations of their performance and will need to summarize, and reflect on strengths and areas for improvement

Resident develops a performance improvement plan for empathy, listening, and rapport with specific activities and evaluations

Have resident choose a faculty communication mentor and have scheduled meetings or even ED shadowing with discussion and reflection of resident’s skills

Simulated patient encounters to evaluate resident and debrief interaction
	Scheduled meetings with guest services to discuss ED patient complaints with a focus on prevention and resolution
Develop a didactic session for residents regarding reviewed patient complaints from above

Simulated patient conflict scenarios with evaluation and debriefing
	Conflict resolution and patient centered communication courses, resident reflects on their current practice and develops a performance improvement plan
Resident develops a “difficult” patient conflict resolution performance improvement plan of strategies to resolve issues with certain patient populations

Understands and reflects on their own “triggers” for stress in the work environment and develops a stress reduction plan and evaluation 
Referral to Employee Assistance Programs and/or referral for Emotional Intelligence testing
	Resident develops a “difficult” patient conflict resolution performance improvement plan of strategies to resolve issues with certain patient populations

Simulated scenarios for breaking bad news, disclosing errors, patient refusal/AMA with evaluation and debriefing

Resident reflects on current practices for breaking bad news, disclosing errors, patient refusal/AMA and develops a performance improvement plan for these encounters

Reviews literature and develops an educational session on breaking bad news, disclosing errors, patient refusal/AMA with a case-based approach

Referral to Employee Assistance Programs and/or referral for Emotional Intelligence testing


	Reviews literature and develops an educational session on breaking bad news, disclosing errors, patient refusal/AMA with a case-based approach

Becomes a mentor for resident with similar patient communication struggles—discussion of triggers and conflicts, reflection activities 


