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Learning Objectives

ÁLearn techniques for 

communicating professionally and 

effectively.

ÁEmploy strategies for improving 

difficult interactions.



Effective Communication

Can lead toé

ÁIncreased understanding

ÁIncreased trust

ÁHigher levels of productivity

ÁHigher levels of teamwork



Andé



Achieving the Goal



Ineffective Communication

Can lead toé

ÁDecreased trust

ÁConflict

ÁLack of understanding

ÁDecreased revenue



So, why do you care?



What are examples of revenue 

cycle communication?

ÁHospital biller to insurance company 
claims processorñwhereõs our money?

ÁHospital collector to patient ñwhereõs our 
money?

ÁHospital admitter to patient ñdo you think 
that it would be convenient for you to pay 
your copay right now, I mean, you donõt 
have toé



What are examples of revenue 

cycle communication?

ÁHospital biller to hospital admitter ñwhy 

didnõt you register the patient correctly?

ÁHospital biller to nurse managerñwhy 

canõt your employees charge correctly?

ÁHospital billing office manager to coding 

managerñwhy isnõt this 6-month old 

account coded?



Think of a difficult interaction or 

difficult communication scenario



What do difficult interactions 

òlookó like?

ÁInterrupting

ÁWithholding

ÁOverwhelming detail

ÁYelling

ÁBlaming

ÁDenying

ÁSilence

ÁQuestioning

ÁNegativity 

ÁIntellectualizing

ÁAccusing



What makes difficult 

interactions, difficult?

ÁStress

ÁFear

ÁUnknown

ÁLack of control

ÁLack of knowledge

ÁConfusion

ÁMe



Out of all of those things, what 

do you have influence over?

Everythingé

but especially, me.



You may not be able to control 

who you work with, but you can 

control how you work with 

them.



Whatõs next?

1) Step BackðGet objective, gain 

perspective, consider perception. 

2) Step Up- Identify the goal and construct 

a message that is easy to hear.

3)   Step Out - Communicate  clearly and   

compassionately.



Step 1: Step Back

ÁCalm your mind. Avoid assumptions.

ÁLead with your best self.

ÁGet clear about how you want to be

perceived (as a jerk or as someone to 

respecté?)



Step 2: Step Up

ÁClarify your goal; what do you want the 

other person to think, do, know or feel 

as a result of the conversation?

ÁHow you say the message is as 

important as what you say. Ensure that 

your words are consistent with your 

desired outcome .


