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Communication/verbal skills with patients and team members 

 
 

 PEOPLE SKILLS 
 

In the space provided below, identify the behaviors that are most characteristic of you in the work 

setting.  In each row, assign 4 points to the behavior that is most characteristic of you; assign 3 points 

to the next most characteristic behavior, then 2, and finally 1 point to the behavior that is least 

characteristic of you. 

 

 Example 

 

3  Directing  4 Influencing 1 Steady   2 Cautious 
______________________________________________________________________________ 

 

Column 1  Column 2  Column 3   Column 4 

 

 

__Directing  __Influencing  __Steady   __Cautious 

 

_________________________________________________________________________________ 

 

 

__Decisive  __Optimistic  __Patient   __Restrained 

 

______________________________________________________________________________ 

 

 

__Daring  __Enthusiastic  __Stabilizing   __Analytical 

 

_________________________________________________________________________________ 

 

 

__Competitive  __Talkative  __Accommodating  __Precise 

  

______________________________________________________________________________ 

 

 

__Forceful  __Charming  __Easygoing   __Curious 

 

________________________________________________________________________________ 

 

 

__Total   __Total   __Total    __Total 

(Column 1)  (Column 2)  (Column 3)   (Column 4) 
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Dominance: 
Wants: Authority, challenges, prestige, freedom, varied activities, growth assignments, “Bottom line” 

approach, and opportunity for advancement. 

Provide direct answers, be brief and to the point. 

Ask “what” questions, not how. 

Stick to business, results they desire 

Outline possibilities for person to get results, solve problems, be in charge 

Stress logical benefits of featured ideas, approaches 

When in agreement, agree with facts and ideas rather than the person. 

If timeliness or sanctions exist, get these into the open as related to end results or objectives.  

Characteristics: High ego strength, strong willed, decisive, desires change, competitive; pushy, 

impatient, domineering, attacks first, tough, harsh 

 

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________ 

 

 

 

Influence: 
Wants: Social recognition, popularity, people to talk to, freedom from control and detail, favorable 

working conditions, recognition of abilities, chance to motivate people, inclusion by others. 

Provide favorable, friendly environment 

Provide chance for them to verbalize about ideas, people and their intuition.  

Offer them ideas for transferring talk into action. 

Provide testimonials. 

Provide time for stimulating, sociable activities. 

Provide details in writing, but don’t dwell on details. 

Provide a participative relationship. 

Provide incentives for taking on tasks.  

Characteristics: emotional, enthusiastic, optimistic, persuasive, animated, people oriented; disorganized, 

undisciplined, manipulative, excitable, reactive, vain 

 

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________ 
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Steadiness: 
Wants: security of situation, time to adjust to change, appreciation, identification with group, limited 

territory, areas of specialization. 

Provide a sincere, personal and agreeable environment. 

Provide a sincere interest in them as a person. 

Focus on answers to “how” questions to provide them with clarification. 

Be patient in drawing out their goals.  

Present ideas or departures from current practices in a non-threatening manner; give them a chance to 

adjust. 

Clearly define goals, roles or procedures and their place in the overall plan. 

Provide personal assurances of follow-up support. 

Emphasize how their actions will minimize risks involved and enhance current practices.  

Characteristics: dependable, agreeable, supportive, accepts change slowly, contented, calm, amiable, 

reserved; unsure, wishy-washy, awkward, possessive, conforming, insecure 

 

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________ 

 

 

Conscientiousness: 
Wants: personal autonomy, opportunity for careful planning, exact job descriptions, precise expectations. 

Take time to prepare your case in advance. 

Provide straight pros and cons of ideas. 

Support ideas with accurate data. 

Provide reassurance that no surprises will occur. 

Provide exact job description with precise explanation of how it fits the big picture. 

Review recommendations to them in a systematic and comprehensive manner. 

If agreeing, be specific. 

If disagreeing, disagree with the facts rather than the person. 

Be prepared to provide explanations in a patient, persistent, diplomatic manner.  

Characteristics: perfectionist, sensitive, accurate, persistent, serious, needs much information, orderly, 

cautious; stuffy, picky, judgmental, slow to make decisions, fears criticism, critical 

 

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________

_____________________________________________________________________________________ 
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Motivational Interviewing 

 
Motivational interviewing is a person-centered, guiding method of communication for eliciting and 

strengthening internal motivation for change. (Miller, Rollnick, 2009) 

 

Principles of MI 

 
Express Empathy-understand where the patient is and then convey that to them. Ex: “You are taking a 

lot of medications. I can see that it would be hard to keep all of that straight.” 

 

Develop Discrepancy--Change is motivated by a perceived discrepancy between present behavior by a 

patient and their important goals and values. Developing discrepancy should be done in a non-judgmental 

way. Ask questions about behaviors that don’t support goals set by the patient. Present discrepancies as 

legitimate conflicts or mixed experiences rather than as contradictions or judgments that prove a patient 

has a problem. Ex: “On one hand I hear you saying that you want to improve your health this year, and on 

the other hand you said that it will be impossible for you to give up smoking in the near future.” 

 

Roll with Resistance—avoid argumentation-The resistance or disconnect a person offers can be turned or 

reframed slightly to create a new momentum toward change. Remember, the patient is the primary 

resource in finding answers and solutions. Ex: “It sounds like you don’t think this new product will work 

for you.” Or….“On the one hand, it seems you recognize there are some real problems here I’m trying to 

help with, and on the other hand, what I am suggesting is just not acceptable for you right now.” 

 

Support self-efficacy—refers to a person’s belief in his/her ability to carry out a task and succeed. It is a 

key element for change and can be a good predictor of treatment outcome. Ex: “What it is about you that 

can help move you towards taking the next step in making a change?” 

 

Strategies used throughout MI 

 
OARS: Open ended questions, Affirmation, Reflective listening, Summarizing  

 

Open ended questions—do not ask questions that will result in “yes’ or “no” responses. Rather, ask 

questions that open up a larger conversation. Ex: What brings you here today? 

 

Affirm—recognition of the patient’s strengths. Affirmations sees any progress as progress!  

 

Reflective listening—Listen to the patient and focus on change talk. Reflect back to them what they have 

told you, making connections between themes. Ex: “You are not quite sure you are ready to make a 

change, but you are concerned that….” 

Other reflection stems: “Sounds like,” “You’re feeling like,” “For you, it’s a matter of….” 

 

Summarizing—Express that you are going to summarize, list selected elements of what the patient has 

told you, and ask them to make meaning of these things. Ex: “I am going to share with you what I heard 
you say. You are ready to change……but you feel…….” What needs to happen for you to start / stop 

doing……..on a more frequent basis?” 

 

 
Source:  CCNC Motivational Interviewing (MI) Resource Guide. 

https://www.communitycarenc.org/media/files/mi-guide.pdf 
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Encouraging Motivation to Change: 

Am I Doing this Right? 

 
 

Do I listen more than I talk?  

 Or am I talking more than I listen?  

 

Do I keep myself sensitive and open to this person’s issues, whatever they may be?  

 Or am I talking about what I think the problem is?  

 

Do I invite this person to talk about and explore his/her own ideas for change? 

 Or am I jumping to conclusions and possible solutions?  

 

Do I encourage this person to talk about his/her reasons for not changing?  

 Or am I forcing him/her to talk only about change?  

 

Do I ask permission to give my feedback? 

Or am I presuming that my ideas are what he/she needs to hear?  

 

Do I reassure this person that ambivalence to change is normal? 

Or am I telling him/her to take action and push ahead for a solution?  

 

Do I help this person identify successes and challenges from his/her past and relate them to present 

change efforts? 

Or am I encouraging him/her to ignore or get stuck on old stories?  

 

Do I seek to understand this person?  

Or am I spending a lot of time trying to convince him/her to understand me and my ideas?  

 

Do I summarize for this person what I am hearing?  

Or am I just summarizing what I think? 

 

Do I value this person’s opinion more than my own?  

Or am I giving more value to my viewpoint? 

 

Do I remind myself that this person is capable of making his/her own choices? 

Or am I assuming that he/she is not capable of making good choices?  

 

 

Source: www.centerforebp.case.edu 

 

 

 

 

 

 

 

 

 

http://www.centerforebp.case.edu/
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