Scenario #1 Script (slide # 12 )

SCENE/PROPS: Ms. Smith needs to have a phone in her hand. Healthcare provider in white coat also with phone in his/her hand. 
It might be best for the primary trainer to play the part of Ms. Smith in this scenario.
Trainer sets the scene by telling the audience: Ms. Smith is a high school English teacher. She had some medical testing done earlier in the week. She is on the phone with a friend one day after school.
Patient:  Gee, Marge, I’m really kind of worried. I haven’t gotten the results from that test yet. I wish I knew what was going on… wait a minute…I’m getting another call.
[bookmark: _GoBack]She looks at her phone and sees it is her provider calling. 
Patient:   Hey Marge, I need to take this call – I’ll call you right back! (switches calls) Hello?
Provider: (note: does not introduce him/herself at all)   Hello Mrs. Smith. I’m calling from Dr. Jones’ office. We just got the results of your test and wanted to let you know that they are negative. You can schedule an appointment to come in to the office for follow up in about a month.  Questions?  
Patient:    Oh, okay. Thank you. 
Provider: (does not wait for patient to think of questions, but responds very quickly) You’re welcome. Have a nice day. (hangs up)
Ms. Smith also hangs up. But her face falls and she is obviously distressed. She sits there for a moment before calling back her friend.
 “Dials” the phone and says in a resigned voice.
Patient: Hi Marge.  Yes, the doctor’s office called. Yes, I got the results. But I’m even more worried now. _____________________________________________________________________
Start the discussion with:
So, what kind of news did Ms. Smith get? (good way to gauge how well the audience understands.) You will probably find a mix of answers. Explain that “negative” actually usually means good news when referring to medical test results.
So in this scenario, communication totally broke down and neither the patient nor the healthcare provider realized that they weren’t communicating well. 
What could have been done better?
Answers to include if not mentioned by the group:
· Patient could have asked questions or tried to clarify.
· Person who called from doctor’s office could have identified him/her self.
· Person who called from doctor’s office could have given a more detailed description, e.g., I have good news about the breast biopsy you had last week. The results were negative; that means there was no cancer.
Make sure the following points are covered in the discussion:
· She was upset and worried to begin with – it was an emotionally charged situation
· She misunderstood the meaning of the word “negative.” How many people realize that “negative” can be a good word when it comes to medical tests? 
· Medical-speak problems aren’t all long complicated latin and greek words.
· She didn’t ask questions or try to clarify.
· The healthcare provider didn’t identify him/her self.
· The healthcare provider didn’t give a complete description, e.g., I have good news about the breast biopsy you had last week. The results were negative; that means there was no cancer.
· The healthcare provider asked if she had questions, but it was in a tone that made it clear questions weren’t really expected.
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