Interpersonal Skills and Human Behavior 

First Impressions 

The opinions formed in the early moments of meeting someone remain in our thoughts long after the first words are spoken

“You never get a second chance to make a first impression.”

Providing Service 
Patients should be offered the best customer service available 

Welcoming the patient 

When the patient approaches, even though you are wearing a name badge, introduce yourself and smile with you face, your voice, and your eyes. 

Genuinely welcome the patient 

Positive Impression 

Once an impression is formed in the patient’s mind, it is very difficult to change, so make the first impressions positive. 

Verbal Communication 

· Verbal communication depends on words and sounds. 

· The voice lifts at the end of a question and it drops ant the end of a statement 

Speech skills 

· Speak clearly, and enunciate words properly 

· Always speak at a clearly audible level, but at times it will be necessary to increase or decrease the volume of speech 

· Maintain eye contact 

· Non-verbal communication 

· Some messages are conveyed without words. 

· Body language, gestures, and mannerisms may or may not match the words a person speaks. 

· Appearance and Communication 

· Appearance is an integral part of nonverbal communication 

· How can appearance influence communication? 

Touch 

· Touch is a powerful communicator; it can be comforting or promote a sexual harassment suit 

· Do not, however, be afraid to touch the patient appropriately 

· Appropriate touching would include a pat on the back or a squeeze of the hand 

· Posture 

· Posture can signal depression, excitement, anger, or an appeal for help. 

· When the physician sits at the front of the chair and leans forward, he or she appears caring and interested. 

· Positioning 

· Sitting behind a desk lends an air of authority 

· Standing or sitting across a room may convey a negative message of denying involvement of reluctance to talk 

The communication process 

The sender is the person who sends a message through a variety of different channels 

· Spoken words 


Written messages 


Body language 

· Sender and Receiver 

· The sender encodes the message, choosing a specific way of expression with words and other channels 

· The receiver decodes the message according to understanding what is communicated 

· Feedback 

Feedback can be verbal expressions of body language, such as a simple nod of understanding 

Listening 

People need to know that they are being heard 

The first rule of listening is to look at the speaker and pay attention 

Open-ended questioning 

“An open-ended question, requiring more than a ‘yes’ or ‘no’ answer, force the patient to provide more detail and expand on thoughts 

· Defense mechanisms 

Verbal aggression 


Sarcasm 

Rationalization 


Compensation 

Regression 



Repression 

Apathy 

· Conflict 

Conflict is the struggle resulting from incompatible or opposing needs, drives, wishes, or external or internal demands. 

· Assertion versus aggression 

· Conflict is not always negative 

· Assertion is stating or declaring positively, of the forcefully or aggressively 

· Too much aggression can seem push, so it should be controlled and used appropriately 

Barriers to communication 

 Physical 


 Impairment 

 Language 


 Prejudice 

 Stereotyping 

 Perception 

Maslow’s Hierarchy of needs 

basic human needs involve our physical well-being; 


Food 


Rest 


Sleep 


Water 


Air


Sex 

· The third level involves our needs for love, an sense of belonging, and interaction with others 

· The fourth level relates to our self-esteem 

· The last level is self-actualization, in which we maximize our potential 

A Good Nights Sleep 

The two main phases of sleep are NREM (non-rapid eye movement) and REM (rapid eye movement) 

· During NREM sleep, the eyes are fairly still, and the body relaxes and slows 

· After the body moves through the four stages of NREM it enters REM sleep, during which the brain is highly active, and the eyes move rapidly, and dreaming occurs 

Healthful Nutrition 

· A balanced diet ensures that our organs and systems function at optimal levels 

· Exercise regularly and take walks to provide cardiovascular benefits 

· Don’t skip meals in a effort to lose weight, but choose smaller portions and eat a variety of health foods 

· Avoid unhealthy snacks and sodas, and drink at least 8 classes of water every day 

Healthy Self-Esteem 

· Self-esteem is having confidence and satisfaction in oneself. 

· To have good self-esteem, and individual must be self-aware. 

· That means taking an honest look at your strengths and your weaknesses 

