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CHAPTER

I R ESPON SIB L E, ASS E RT IV E, CARING
COMMUNICATION IN NIJRSING

,] THL CLILNT NI.JRSt RELATIONSHIP:
A HELPlNC RETAI IONSH IP

I SOLVIN(J PROBLEM5 TOG ETH E R

4 UNDLIiSTANI)ING LACH OI I]ER:
( ONlIV1U N ICATIO N AND Ct]LTURt

WILL HELP YOU

Appreciatc thc 
"-ignificance of rcsponsible, asscrtivc, caring

cnttrrnunicadon as firndirnrental approaches in ntrrsing

l)cvclop a conrrnunication approach tl.rat has the intcrests ol yorrr
( lie ||ts itl heart
(irllaborate rn<l validate with voLrr clients at erch plrase ofthe
nrlrsrrq plocess

Lrnderstand othcrs and recognizc the need to incorporitc
tlill'crences in crrltrrrc, gender, antl aqe in nursing intcn entions

WILL HELP YOU

Demonstratc to lour clients in concretc rl avs that vou rrc
concerned alx)ut rnd intercstcrl in them

Shorv youl clients you consicler them to l)e worthu,hilc anrl
lrnportant

Sav rvhat you think rn<l fcel so that your-clieuts recejve h(nrest
communication from lrru
Convince vour clicnts lnd colleagLres that vou understlnd their
feelings

llclatc t,our own lcelirrgs and expcriences in rr helphrl u,at.

Be clear and to the point so thlt others understantl your meaning

Sreaurline vour irrten.iewing techrriques so th:rt your clients
un(lcrstand rvhrrt information you rrc seeking:rntl why vou are
secking it
Know u'hen it is approprirtc to strrte your vicws to your clients

Use humor to build relationships ri.ith clicnts and collergrres

l-xplore thl spilinral cr'nnct.tiorr in nursing Jrraerice
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WILL HELP YOU

Dernonstrate to your clients in concretc rvavs thirt you rrrc
concernetl about and interested in them

Shol'vour clients vou considcr thcrn to lre worthwhile untl
lmportant

Say rvhrt you think and lcel so that your clicnts receivc lronest
c'ommunica tion fiom yorr

( ionvincc your clic:.rts rnrl collcagucs tJrlt you undcrstand their
fcclings

Relate your own ftclings rrnd cxpcriences in a helpful way

IJc clcar and to the point so that others understand vour nreaning

Streamline your interviewing techniques so that your clients
urrdcrstand what inlrrrmation vou are seeking and rvhv you are
sccking it

Know'rvhen it is appropriate to state your views to your clients

Use humor to build relationships rvith clients and colleag.res

[xpJore the spiritrnl connectit.,n in nursing practice

Part r Packing Your Bags for the lourney of caring, Assertive, Responsible communication

WILI. HEI.P YOU

Appreciate the signilicance of responsible, assertive, cirring
corrrrn unication rs firndarrrcntal approaclres in nulsing
Develop a comnrunication approach that has the interests ofyour
clicnts rt hcart

Collaborate rnd validate w.ith vour clients at each phase of the
ntrrslng l)roccss

Uuderstand others and recoglize the need to incorporate
tliffcrcnccs in culture, gerrder, and age in nursing intenentions

Pa rt z Honoring Your Fellow Trovelers along the Journey



Part 3 Developing Rood-Worthy Practices* olong the Journey

CHAPTER wrLL HELP YOU

rve, canng
n nursrng

the intcrcsts of vour

each phasc <if the

to incorporatc
Ing Inten ennons

that y'ou arc

wonhwhile and

receive honesl

understand their

a hclpfirl rvay

your meantnq

that vorrr clients
and rvhy you irre

to vour clients

and collcagucs

15 REQUESIING SUPPORT

16 OVERCOMING EVAL UATION

ANXIETY

17 WORKING WITH FEEDBACK

1t] USING R E LAXAT IO N TECIlNIQUES

19 INCORPORATING IMAGERY IN

PROFESSIONAL PRACTICE AN D

SELF CAR E

20 INCO R PO RAT IN G POsII IVE

SELI'TALK

21 LEARNINC TO WORK TOGETI']ER

IN G ROU P5

?2 NAVIGATING SOCIAL MEDIA: Tf.lE

EXPANDING WORLD OF EI EC TRO N IC

COMMUNICATION

24 REFUSING UNREASONABLE
REQU ESTS

25 COMMU N ICATING ASSERTIVELY AND

RESPONSI BLY WITH DISTRESSED

CLITNTS AND COILEAGUES

26 COMMUNICATING ASSERTIVELY AND

RESPONSIBLY WITH AGGRESSIVE

CLItNTS AND COLLEAGUES

27 COMMIJN ICATING ASSERTIVELY AND

RTSPONSIBLY WIIH U N POPU LAR

CLIENI5

28 MANAGING TEAM CONFLICT

ASSE RTIV E IY AND RESPONSIBLY

29 COMMUNICATING AT THE END OF

IIFE

]O CONTINUING THE COMMITMENT TO

THE ]OU RN EY

Seck the support vott ueed tit>rn your colleretrcs to deliver

excellcnt care to clicllts

Use a rational nlryroach to ttcl trrore conlidcnt in nursing

sinr,triorts that make t our feel lnxiotts

llc otren to feedlrack from clicnts and collergttcs about your

perfi,rrnance as a helpct', and providc feedback t() others in ln

assertivc waY

Lcarn techniques tirr relieving tension antl protrroting the 
.

relirxalti(nr responsc s() tllat you cln retlrain cirltn itt stressfill

interpcrsorrrl encorlntcrs

l{ehearsc privately so tllat yotl crn cotnmunicatc ctfectively in

real sitrtations

I(eep vtxtr irttern:rl tli-;rkrgue supPortivc so that vott cltr

cor.nmunicatc rvith conlitlcrrce

Untlerstand the dyn'.rrnirx of comlntrtrication rn gr()trlls

Builtl clcctrorric cotnrtrtttrication skills 
'rtrtl 

resourcss to enrich

your work

*( in$incfu P u(f flnlssdl

Part 4 Embracing the Tronsformative Process of the lourney

CHAPTER wtLL HELP YOU

23 LEARNING CONFRONTAIIoN SKILLS ltrvite your clicnts and collcaqtres to exlntitrc lrow their behavior

is rt'fccting othcrs

Sirv no asscrtivclv to unrc,tsttnable requcsts from clients atrd

colleagues

Rcverse vottr ttcgatlve reilctl(nls to distrcsscd behirvior so that you

.",r ,.lat. cotrl;r,rssionatelv with clients antl colleagues

(.)vcrcome .votlr rcluctance to tlcal with agurcssiorr so thrrt v()u cln

rclat" to aggressivc clients rnd collcagues in trscful wavs

Becontc aware of yotrr biases to clicnts and stlrlllotltlt thenl so ytttt

can providc nursing carc to unp<.rptrlar clients

LIse a systetnatic problcrn-solving lPProach to tlcal cffectively

with con{lict berween colleagues

Reflect otr the gifts antl challenges of communic'lting with clicnts

near the en(l oitife antl with their f'anrilics

Consitler thc cotnnlimtctlts necessflrv trl grow and etttbrace

change in your professional and personal life
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