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Learning Objectives

A Learn techniques for
communicating professionally and
effectively.

A Employ strategies for improving
difficult interactions.
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Can

ead t oé

A Increased understanding

A Increased trust

A Hig
A Hig

ner

ner

eve

eve

s of productivity

s of teamwork




Andé




the Goal

INg

eV

Ach




.I|” ”
‘ Ineffective Communication
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So, why do you care?




'l
”“” What are examples of revenue
cycle communication?

A Hospital biller to insurance company
claims processoriwher ed0s our n

A Hospital collector to patient fiwher e 6 s
money?

A Hospital admitter to patient fido you think
that it would be convenient for you to pay
your copay right now,
have toe




'l
”“” What are examples of revenue
cycle communication?

A Hospital biller to hospital admitter i why
di dnot you register t1I

A Hospital biller to nurse manager il why
canot your empl oyees ¢

A Hospital billing office manager to coding
managernwhy | s n-nonthtoldi s 6
account coded?




.||HH| Think of a difficult interaction or
difficult communication scenario




What do difficult interactions

ol ooko |1 ke?

A Interrupting A Silence

A Withholding A Questioning

A Overwhelming detail A Negativity

A Yelling A Intellectualizing
A Blaming A Accusing

A Denying




-||HH| What makes difficult
Interactions, difficult?

A Stress
A Fear
A Unknown

A Lack of control

A Lack of knowledge
A Confusion
A Me




"Il out of il of those things, what
do you have influence over?

Everyt hi ngbéeé

but especially, me.




You may not be able to control
who you work with, but you can
control how you work with
them.




What 0s next ?

iy

2)

3)

Step Backd Get objective, gain
perspective, consider perception.

Step Up- Identify the goal and construct
a message that is easy to hear.

Step Out - Communicate clearly and
compassionately.




Step 1: Step Back

A Calm your mind. Avoid assumptions.
A Lead with your best self.

A Get clear about how you want to be
perceived (as a jerk or as someone to
respect eée?)




.||”H| Step 2: Step Up

A Clarify your goal; what do you want the
other person to think, do, know or feel
as a result of the conversation?

A How you say the messageis as
Important as what you say. Ensure that
your words are consistent with your
desired outcome .




