CRITICAL CONVERSATIONS FOR
PATIENT SAFETY

AN ESSENTIAL GUIDE FOR HEALTHCARE STUDENTS

THIRD EDITION

EDITED BY TRACY LEVETT-JONES



Contents

About the editor Vi
Contributors vii
Preface Xi
How to use this text Xii
Acknowledgements Xiii
SECTION 1

Communication and patient safety

1 Therelationship between communication
and patient safety 2
Tracy Levett-Jones

2 Anintroduction to communication skills 16
Sue Dean and Kirsten Jack

3 Keyattributes of patient-safe communication 38
Tracy Levett-Jones

4 Why do patients complain about how
healthcare professionals communicate? 50
Jacqueline Pich and Elizabeth Brogan

5 Anhistorical and cultural overview of
healthcare professionals’ evolving team
dynamics 62
Lyn Ebert

SECTION 2

Improving interprofessional communication

to promote patient safety and wellbeing

6 Interpersonal communication for
interprofessional collaboration ’8
Anne Croker, Miriam Grotowski and Diane
Tasker

7 Clinical handover 90
Tracey Moroney

8 Opendisclosure 102
Rebekkah Middleton

9 Discharge planning and continuity of care 112
Laura Sheridan and Natalie Govind

10 Communicating to promote medication
safety 122
Elizabeth Manias

SECTION 3
Improving therapeutic communication to
promote patient safety and wellbeing

11 Key attributes of therapeutic communication 134
Natalie Cutler and Kathryn Solanki

12 Communicating with older people

Karen Watson, Joanne Lewis and
Deborah Parker

13 Communicating with children and families
Mary-Ellen Barker

14 Communicating with people who
experience mental health problems
Deb O’Kane

15 Communicating with people who have
communication impairment
Tania De Bortoli and Diane Tasker

16 Communicating with Aboriginal and
Torres Strait Islander peoples
Anne-Marie Eades, Danielle Manton, Faye
McMillan, Demelza Marlin, Megan Williams,
Carolyn Lewis and Juanita Sherwood

17 Communicating with people from
culturally and linguistically diverse
backgrounds
Conor Gilligan, Julie Ayre and Dipti Zachariah

18 Communicating with people about their
spiritual needs
Katie Tunks Leach

19 Communicating with people who are
angry or aggressive
Jacqueline Pich and Brian Diskin
20 Communicating about end-of-life care
and decisions
Gary Witham
21 Language matters: Conversations
to promote equity, diversity
and inclusion
Jo River and Suzanne Sheppard-Law

SECTION 4
Workforce issues and patient safety
22 When whistle-blowing seems like
the only option
Toni Hoffman AM and Kerry Reid-Searl AM
23 Creating safer healthcare organisations
Joanne Travaglia and Deborah Debono

Glossary
Index

146

158

168

180

192

202

222

234

250

266

284

298

310
314



