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IMPROVING  CLINICIAN COMMUNICATION 

4 Conversational Cornerstones for Every Interaction 



• Communication between patients, doctors and all hospital staff 
is a crucial factor throughout the care process. ... Effective 
communication contributes positively to prevent these errors 
from happening, improving patient care and safety. Hospital 
accreditation also can be an important tool to ensure patient 
safety.
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• Patients have routinely identified the same three gaps in their health
care interactions:

1.) not feeling heard;

2.) not experiencing compassion and

3.) feeling uncertain about what comes next.



• Being intentional in every patient interaction to address these
common gaps creates more constructive exchanges that
enhance a clinician’s ability to understand what matters most to
the patient and collaboratively develop a plan that aligns clinical
priorities with the individual’s personal priorities, preferences
and values.



• The four conversational cornerstones illustrated below have been utilized 
to create more constructive exchange.

• presented here are the building blocks for these constructive exchanges. They are not a script to follow, but rather a basic structure to frame your interactions. Each cornerstone should occur in every exchange, but how it is 
applied will differ based on any number of factors, including the circumstances, the clinician’s personal style and the needs of the individual. 



• These are the building blocks 

• They are not a script to follow, but rather a basic structure to 
frame your interactions.

• Each cornerstone should occur in every exchange, but how it is 
applied will differ based on any number of factors, including the 
circumstances, the clinician’s personal style and the needs of 
the individual. 













• www.IHI.org

• www.planetre.org

• www.mayoclinicproceedings.org
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