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Chapter 11
--  The Clinical Interview and         

                                    Communication Skills

THE CLINICAL INTERVIEW

Goal of the Nurse:

· To understand client problems

· To facilitate client problem-solving

What approach does the nurse use?

· Allows the client to determine the content and direction 

· Uses therapeutic communication skills

· Uses good observation skills of nonverbal behavior

· Provides the environment for goal achievement

How to Begin the Interview:

· Setting

· Seating

· Introduction

· How to Start 

· Tactics to avoid

· Helpful guidelines

CLINICAL SUPERVISION AND PROCESS RECORDINGS

The nurse examines his/her own beliefs, attitudes, behaviors

· Use of supervision

· Self analysis by introspection

· Use of process recordings of interactions with clients

What to Do in Response to Specific Client Behaviors

· Crying

· Asking the nurse to keep a secret

· Threatening to commit suicide

· Leaving the interview 

· Asking the nurse personal questions

· Giving the nurse a present

· Stating “I don’t want to talk”

(study Table 11–2 for these and additional examples)

COMMUNICATION SKILLS

The Communication Process

· stimulus

· sender

· message

· receiver 

· feedback

Factors That May Affect Communication

· Mood

· Knowledge levels

· Language use

· Previous experience

· Cultural differences

· Language

· Environmental factors

Verbal Communication

Verbal communication means all words that a person speaks.

Words spoken communicate to others:

· Beliefs and values

· Perceptions and meanings

· Interest and understanding

· Insult or judgmental attitudes

· Clarity or confusion

· Honest or distorted 

· Differing interpretations 



Nonverbal Communication

· tone of voice, manner, facial expression, 

· body posture, eye contact, eye cast,

· hand gestures, sighs, fidgeting, and yawning

· depends on culture, class, gender, age, sexual orientation, and spiritual norms.

Interaction of Verbal and Nonverbal Communication

· verbal message is the content

· nonverbal message is the process

· verbal and nonverbal messages to be congruent

· double or mixed message if not congruent 

Negotiating Cultural Communication Barriers

Communication styles: 

· Hispanic, French, and Italian 

· Asian Americans, German Americans, and English Americans

· African American clients.

Eye contact:

· Hispanic, Japanese, and Native American

· Chinese 

· Arab 

· German, Russian, French, English, and African American 

Touch:

· Hispanic, Italian, French, and Russian Americans

· (TOUCH CONTINUED)

· German, Swedish, and English Americans 

· Chinese Americans 

· Japanese 

· India

EFFECTIVE COMMUNICATION SKILLS

Degree of Openness

· open-ended questions

· closed-ended questions

Clarifying Techniques

· Paraphrasing 

· Restating 

· Reflecting 

· Exploring 

Use of Silence

· indicates willingness to let the client set the pace

· communicates strength and support 

· provides an opportunity to think.

Active Listening

· Observing nonverbal behaviors

· Listening to and understanding client’s verbal message

· Listening to and understanding the person in the context of his life

· Listening for inconsistencies or things the client says that need clarification

· Consideration of cultural biases

· Helps clients use their abilities to solve problems, clarify thinking, and link ideas

· Enhances client self-esteem.

OBSTRUCTIVE TECHNIQUES TO MONITOR AND MINIMIZE

· Asking Excessive Questions

· Giving Approval or Disapproval


· Advising

· “Why” Questions

A GOOD PHRASE TO KEEP IN MIND FOR THERAPEUTIC COMMUNICATION:

“Respond to the person instead of trying to make a good response.”



