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This assignment is designed to help you understand how to provide patient- and family-centered care during a video or phone call.

Skills
To give examples of their own communication approach for learning about patient/family and to practice providing patient and family education during a video or phone call. The learning outcomes are:
1. Develop a positive attitude towards telehealth
2. Recognize communication principles of health literacy and cultural humility in patient care
3. Use plain language in a telehealth interaction to discuss symptoms and side effects

Tasks
To practice video or phone call communication, complete the following steps:

1. For this assignment, you are required to use the COMFORT Communication App, a free smartphone app that offers communication practices and strategies for nursing practice. You can open a second tab on your computer or use your smartphone device to access: app.communicatecomfort.com.

2. Read the following scenario below and use the App to respond to the questions:

Steafon is recovering from COVID at home. A pediatric oncology nurse for 6 years, Steafon suffered a critical case of COVID. He spent 23 days in the ICU with ventilation and is now in his first week of at-home recovery, still on oxygen and extremely weak. He will receive telemedicine appointments for the next several weeks. Steafon lives with his parents and his sister and her family. In total, eight family members are living together. His mom has been his primary caregiver and will join the video call. She is bilingual, with Spanish as her primary language. The appointment with Steafon today will include a discussion of Steafon’s family/living situation, symptoms and side effects. 

a. Use the app (Options: How to Learn More about Your Patient Family) to select two questions you will ask during the appointment and explain why these questions are important to ask.

b. Steafon is short of breath and not able to talk much, so you will need to focus on speaking with his mother about his care. Use the app (COVID: Assessing Patient and Family) to help you assess how Steafon’s mother feels towards the video call appointment. Select two questions you will ask during the appointment and explain why these questions are important to ask.

b. Use the app (Options: Simply Said) to explain the cause of dyspnea and side effects of dexamethasone to Steafon’s mom. Write exactly what you would say to her about both dyspnea and dexamethasone.

c. What may be a communication challenge for you as a first-year nurse when participating in a video/phone call? How could the COMFORT Communication App address those challenges?
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DETERMINING COMPETENCY

Learning Objective #1 - Communication Attitude

Develop a positive attitude towards telehealth

Assessment

What may be a communication challenge for you as a first-year nurse participating
in a video/phone call? How could the COMFORT Communication App address those
challenges?

Criteria
Competency is achieved if the student’s response lists a communication challenge
and a solution.

Possible responses

Example Challenge: A family member is angry that they cannot speak to a physician
about their loved one in the hospital

Solution: Understand the family’s need to receive information in regular intervals and
offer them the information you can. Express your empathy about their frustration.

Example Challenge: A family member does not want to administer a vital medication
to their loved one who is home after two months of hospital care

Solution: Ask to hear about their thoughts on this medicine that is part of the
patient’s recovery. Explain how the medication is essential to recovery.

Example Challenge: A patient is unable to navigate the technical challenges of a
video phone call for follow-up care

Solution: Share with the patient that you can begin to connect through a phone call.
With the help of a friend the patient can take small steps to establish a video call
link for future care sessions.

.13- s COMFORT

in’
Communication Project





image7.png
DETERMINING COMPETENCY

(cont'd)

Learning Objective #2 - Communication Knowledge
Recognize communication principles of health literacy and

cultural humility in patient care

Assessment A
Use the app (Options: How to Learn More about Your Patient Family) to select two
questions you will ask during the appointment and explain why these questions are

important to ask.
Criteria
Competency is achieved if the student’s response includes one correct question and

the response indicates the correct section of the app.

Potential Answers and Explanations

Example: “"What do you wish | knew about you?”

Explanation: This invites a patient to share about their life.

Example: “What is your preferred language to talk about your healthcare?”
Explanation: | might assume the language preference or the patient may be

embarrassed to ask for language support unless it is presented.

Example: "What name do you want me to use when | talk with you?”
Explanation: Learning a preferred name will express your desire to treat the patient

with specificity and establish a provider/patient relationship.
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DETERMINING COMPETENCY

(cont'd)

Voice
Potential Explanation: Quickly listing a string of items/information can create a sense
of disregard or unimportance. Taking time to speak clearly and slowly will express the
importance of the news you are sharing, but also the importance of the person you are
talking to.

Time
Potential Explanation: Explain your hurry if you cannot complete the interaction and
offer plans to complete the interaction. If you must return to complete the interaction
with Alvin, express this before leaving your meeting with him.

Nonverbal Cues
Potential Explanation: If a patient’s claims to be ‘feeling good’ are not supported by
their facial expressions, trust your observation. Alvin is feeling emotions that he may
not be able to express in words. Trust what you see in your patient’s face to know more
about their struggle.

Learning Objective #3 - Communication Skill
Use nonverbal communication techniques when PPE is a barrier

Assessment
Identify two nonverbal communication behaviors (Connect: Nonverbal Communication
section of the app) that could be used to improve Manuel’s care for Alvin. Explain how
each nonverbal behavior could be used by Manuel to convey care and compassion for

Alvin.

Criteria
Competency is achieved if the student’s response demonstrates two nonverbal

communication strategies.
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DETERMINING COMPETENCY

(cont'd)

Assessment B
Steafon is short of breath and not able to talk much, so you will need to focus on
speaking with his mother about his care. Use the app (COVID: Assessing Patient and
Family) to help you assess how Steafon’s mother feels towards the video call
appointment. Select two questions you will ask during the appointment and explain
why these questions are important to ask.

Criteria
Competency is achieved if the student’s response includes one correct question and
the response indicates the correct section of the app.

Potential Answer and Explanation

Example: Have you ever had a telehealth visit before?”

Explanation: Knowing if Steafon’s mom is experienced with telehealth will provide
information about her ease in sharing this appointment time, which is ultimately
meant to increase the quality of care for Steafon.

Example: "Did you feel comfortable with the visit?”

Explanation: Expressing care for the family caregiver and her level of confidence with
telehealth will help my connection with this family caregiver, and ultimately the care
that Steafon receives at home.
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GRADING RUBRIC

This grading rubric provides an alternative

Exhibits a positive
attitude towards
telehealth

Engages
patient/family in
telehealth
interactions

Communicates in
plain language

way of measuring competency.

Demonstrates knowledge of

communication challenge
and presents potential
solution

Demonstrates knowledge
to learn about
patient/family by asking a
question and why this is
important

Demonstrates plain
language when explaining
medication and

symptom

Demonstrates knowledge
of communication
challenge but does not
present potential solution

Demonstrates knowledge
to learn about
patient/family by asking
a question but does not
illustrate importance

Demonstrates plain
language when explaining

medication or symptom
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Teaching Guide and Obijectives for

COVID-19 COMFORT Communication

Upon incorporation of assignments, the nurse educator will be
able to teach students how to:

= Understand the principles of communication in a variety of
contexts and clinical settings*

= Understand social and cultural influences on

communication®

= Recognize differences in communication styles of patient,
family, and colleagues™

= Adapt communication with patient, family, and colleagues
based on assessment, context, or need***

*Communication attitude;
*Communication knowledge;
**Communication skill

Made possible by a grant from

R

ARCHSTONE

FOUNDATION
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ASSIGNMENT

Video/Phone Call Communication

The Teaching Guide for COVID-19 COMFORT Communication
is the nursing instructor teaching resource for use with the COMFORT
Communication App, a free educational smartphone resource. In this
guide you will find information that can be copied and pasted into
your online learning management system. This material can exist
within your course as a required assignment or as an extra credit

opportunity to complement course instruction.

Directions for competency assessment are included.

Competency-Based AACN BSN Essentials
Learning Obijectives
Course Assignment
Competency-Based Assessment

Determining Competency
Grading Rubric

For these assignments, students will be using the COMFORT Communication App,
a free educational smartphone resource for learning communication
practices and strategies in nursing practice.
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COMPETENCY-BASED AACN BSN

Essentials LEARNING OBJECTIVES

The following assignment develops communication
competency by meeting AACN BSN Essentials

objectives as detailed in the table below.

61 b Use various communication tools and techniques
effectively.

8.1 Identify the variety of information and communication
technologies used in care settings

84b Describe how information and communication
technology tools support patient and team communications

Communication Develop a positive attitude
Attitude towards telehealth

6.1d Articulate impact of diversity, equity, and inclusion on
team-based communications
6.4 Demonstrate an awareness of one’s biases and how they
may affect mutual respect and communication with team
members
9.2a Employ the use of intentional presence to facilitate
KnOWIedge and cultural humi'ify in shared meaning of the experience between nurse and
patient care recipient of care
9.2d Advocate for practices that advance diversity, equity
and inclusion
9.2f Apply principles of therapeutic relationships and
professional boundaries

Recognize communication

Communication principles of health literacy

81b Identify the basic concepts of electronic health, mobile

Use plctin |unguage ina health, and telehealth systems for enabling patient care
8.2d Demonstrate the appropriate use of health information
literacy assessments and improvement strategies
83c Use information and communication technology in a
effects manner that supports the nurse-patient relationship

91d Change behavior based on self and situational

awareness

9.6a Demonstrate respect for diverse individual differences

and diverse communities and populations

() % COMFORT

Communication telehealth interaction to
Skill discuss symptoms and side
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The following information can be copied and
pasted into your online learning management
system as an assignment.
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COMPETENCY-BASED ASSESSMENT

The following provides a summary of the

assessment measures. The table below provides an

overview of how learning objectives are linked to

assessment and communication competency criteria.

Communication
Attitude

Communication

Knowledge

Communication

Skill

1 Develop a positive attitude
towards telehealth

2 Recognize communication
principles of health literacy
and cultural humility in
patient care

3 Use plain language in a
telehealth interaction to
discuss symptoms and side
effects

Response to case study
scenario question d

Response to case study
scenario question a or b
(or both can be used)

Response to case study
scenario question ¢
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Response illustrates
a communication

challenge and solution

Response includes one
correct question and
explanation

Response demonstrates
plain language for
both symptom and

medication
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