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Chicken?

You might think of the animal, 
the food, or 
the feeling

Ok, let’s try another one. How about the word…
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Date?

You might think of the action of a date or
The food or
The literal sense of a calendar date

Let’s try another…
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Trust?

You might think of friends, family, or even work relationships…

We’ll talk more about trust and why this is important later in the presentation.

Ok, last one…
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Crazy?

You might think of an action of being crazy….like a roller coaster
You might think feeling sort of disconnected like this guy or 
You might think of unpredictable behavior

People often throw this word around to describe certain people or their behaviors. We should not use this word lightly. So, let’s dive deep into patient experience and what might cause someone to behave in a way that is often seen as disruptive.



Empathy
Perspective
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Psychosocial Challenges

Heightened
Awareness of Feelings of Loss
Their Own and Grief
Mortality
Foar of the Sense of Loss of

Control/Becoming

CmeYn Dependent
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Now let’s talk about some of the added stressors on top of adjusting to dialysis


Common Triggers

Chair time changes
Needle stick concerns

Stopping medication/missing doses Changes in finances
Patient-provider conflict Loss of work
Patient-patient conflict Loss of family support
Staff changes Loss of housing

DIALYSIS/MEDICAL FINANCIAL
Common
LOSS OF AUTONOMY/ @gers’ ¥
INDEPENDENT FUNCTIONING \ Sl Abally (ﬂjm
Depending on others for » Strained relationships at home
transportation » Changes in family structure
Depending on others for meals » Changes in relationship with

partner/spouse/significant others
» Previous trauma/violence
» Bereavement holidays
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Think about the amount of life changes our patients are constantly faced with. Read slide, give examples.


What is Disruptive Behavior?

Verbal or Written .
Abuse

Verbal or Written .
Threat

Physical Threat |

Physical Harm -

Property

damage/theft

Use of words, written or spoken, that demean, insult, belittle or
degrade a person.

Use of words, written or spoken, expressing intent to harm,
abuse, or commit violence toward a person or the facility.

Gestures or actions expressing intent to harm, abuse or commit
violence toward a person or the facility.

Any injury or attack upon a person or the facility.

- Theft or damage to property on premises of the dialysis facility.
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Read slide, give examples


Common Expressions of Frustration
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Depression and anxiety are very common and sometimes manifest as frustration or disruptive behavior. Depending on the patient’s coping skills, change in life stressors can show up like what is listed here: (review list). Have you experienced any of this with your patients? Why do you think a patient would withdraw or become non adherent because of anger? What impact do you think demanding behavior would have on a patient’s loved one or caregiver?

Now, let’s talk about how we might help with a person struggling with these things. When you personally are feeling frustrated, what type of environment do you need to help you feel less frustrated?

Give a few examples – supportive, quiet, calm, understanding, etc. Try to lead the audience to say trusting. 

Let’s talk more about trust and why it is important…


Integrity —Competence Building
TTust
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The Value of Trust

Creates safety

Promotes self-confidence

Reduces stress

Increases feelings of optimism
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Trust provides the ability to be yourself without fear. Our patients can be themselves, be validated, and ask questions without fear of judgment. A lack of trust is emotionally exhausting. Being in an environment with trust that's a person relax. Trust teaches people that the world isn’t all dangerous and there are people out there with good intentions. Imagine asking questions and getting advice from someone you don't trust. When people are receiving dialysis, they are already in a vulnerable state: below eye level, kind of ‘stuck’ in a chair, loss of control, etc. It’s important to keep this in mind when we are speaking with our patients. 


Pillars of Trust

L e
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These pillars are from a business analyst named David Horsager. He talks about barriers to trust. A few examples are: threat of litigation, increasing examples of others untrustworthiness, threat of exposure, lack of control, fear of the unknown, negative experiences, desire for instant gratification, and a focus on the negative.

Clarity – People trust the clear and mistrust the ambiguous
Compassion – People put faith in those who care beyond themselves. Think beyond yourself. There are four keys ways we show we care: listen, show appreciation, be engaged, and serve others.
Character – People notice those who do what is right over what is easy. Socrates 3 sieves – is it good? Is it true? Is it necessary?
Competency – People have confidence in those who stay fresh, relevant, and capable
Commitment – People believe in those who stand through adversity - The people who stick with you when things are tough are the ones you can really trust.
Connection – People want to follow and be around friends. Be genuine, be grateful and avoid gossip.
Contribution –Give attention, resources, time, opportunity, and help. Do your research, know where to find answers.
Consistency – People love to see the little things done consistently. Just one inconsistency can change people’s perspective.



Managing
Conflict
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Foundational Principles

. Maintain
- Professional

- |
Conflict
anagemjg | .
Avoid oversharing
of personal
information
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Read slide

Ask yourself these question:

Do I give my patients the quality of care that I would expect for my family members?
Would I refer a close friend or family member to my clinic?
Do I treat my patients with the respect and dignity I expect for myself or my family?
Do I show the proper compassion for those patients who are fearful of aspects of treatment, such as needles, alarming machines, or “passing out”?



Things to Consider

Don't Look for

take it underlying
personal cause

Have you heard the
term Shared
Decision I\/\a|<|r£7 Connect Focus on

= WidaYellls patient
patient care

P —
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Expound on each point

Shared decision making is a key component of patient-centered health care. It is a process in which clinicians and patients work together to make decisions and select tests, treatments and care plans based on clinical evidence that balances risks and expected outcomes with patient preferences and values.

One thing that stands out here: ‘If they participate in the process, it won’t feel like we’re doing it to them, we are doing it with them.’




Benefits of Shared Decision Making

Develop relationships

Engage the patient

Moves at the pace of the patient
Promotes health literacy

Builds advocacy

Patient-Provider satisfaction
Improved communication

Improved outcomes
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Read slide


Consider the
other
person’s
point of view
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Never say “you’re wrong” or argue with the person.  In fact, try hard to look for areas of agreement. If you can’t find common ground, at least acknowledge that the person is upset and that you are trying to understand. 



[et’'s Putitin
Practice
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Simple Tips to Reduce Frustration

‘ Slow down

‘ Explain next steps
\
‘ Ask for feedback

’ Determine what the patient understands

|
‘ Help the patient know what questions to ask

{
‘ Allow autonomy

4
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More Simple Tips

Sit at the same level as
the patient

Make eye contact and
use clear body language

Use simple, direct
Welgellale

Communicate with the

interdisciplinary team any

health literacy concerns

Use teach back
techniques

Always offer material in
the patient’'s primary
language

Explain the goal of your
visit to the patient

Assess the patient'’s
education level

Rephrase statements
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Give

space Keep

Offer
options

Managing crisis in the
dialysis setting

Be
nonjudgmentg

Express

supportan
concern

Don't try
to argue
or
reason



Presenter
Presentation Notes
Christina - read slide, give examples


Role Play Time!
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Patient is on treatment floor, on a business call with his mask down. Nurse approaches him to tell him to put up his mask…

Anna is patient; Christina is RN and MSW - 



Role Play Time!

Relationship
issues

Needle
Stick

frustration
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What worked? What didn’t work?

Wi



Presenter
Presentation Notes
Let the audience provide feedback…
*if they don’t start to talk, ask about tone of voice, body language, words used, etc.*


Show Some Empathy
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