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Letter from CEO 

Hello and happy spring! 
 
After an unusually long and snowy winter, I am 
pleased to see the trees budding and the 
daffodils and tulips popping up all around us. 
This reminds me of the flourishing world of 
IHC, now in our 27th year, with the last nine 
years as an independent non-profit. I am proud 
to share that IHC has had another productive 
and successful year in 2013!    
 
As we enter the second quarter of 2014, we have been busy with 
curriculum updates to our most popular CME/CE courses. Those 
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IHC Team 

of you who have been teaching our flagship workshop, Clinician Patient 
Communication (CPC), can now access the 6th edition of educational materials to 
teach the updated version of this highly interactive workshop (details below). We 



 

 

pride ourselves in offering CME activities that reflect the latest research literature in 
clinician and healthcare team communication and vast changes in our healthcare 
system. In addition to CPC, updates are available to IHC faculty who teach Choices 
and Changes and Team and Patient-Centered Communication for Patient 
Medical Home. Updates are in process for "Difficult" Clinician-Patient 
Relationships. 

We have also been bringing our train-the-trainer courses on the road as much 
as possible. This is a win-win situation for IHC and our client organizations: they 
can offer a richer communication training experience for their clinicians at a 
reduced tuition rate. In addition, on-site IHC training allows busy clinicians to 
minimize the disruption to their work and home lives that inevitably occur with 
travel. IHC benefits by getting a more intimate glimpse of the organizational 
culture and engaging in important conversations with key players and leaders 
about strategies for achieving and sustaining patient-centeredness. 

In addition to our traditional train-the-trainer courses that focus on improving 
communication with patients, IHC has expanded our reach to improve 
communication among all members of healthcare teams. With the Affordable 
Care Act in full swing, healthcare providers are more interdependent than ever. 
IHC's Team- and Patient-Centered Communication for the Patient Medical 
Home workshop addresses the team relationship coordination that is central to 
providing patient-centered care. Further, we offer additional options to 
organizations that strive to build internal training capacity that is consistent with 
their organizational values and mission, including our Coaching Clinicians for 
Enhanced Performance and Treating Patients with C.A.R.E. workshops. You 
can read more about this in two articles (below) about IHC's work with the Center 
for Care Innovations in California. 

Finally, IHC's veterinary communication training program continues to be active. In 
addition to our annual academic faculty training program (now in our 12th year!), I 
am proud of our most recent training and evaluation initiative for veterinary 
practices. Supported by Bayer Animal Health, IHC has been providing a 
communication training intervention to full veterinary practice teams across the 
United States. The intervention includes a two-day intensive training using 
simulation practice, followed by three months of follow-up communication coaching 
and training. This initiative also includes an assessment of the impact of the 
intervention via team and client surveys, and data collection at each practice with a 
focus on client adherence, team satisfaction and client experience.  

On behalf of our IHC team here in New Haven and our Master Trainers across the 
United States and Canada, I hope you enjoy our springtime newsletter! 

Cheers, 

Kathleen 



 

 

IHC in the news 

California-based Center for Care Innovations (CCI) 
has released its final program report on its 
partnership with the Blue Shield of California 
Foundation and IHC, Optimizing Patient Experience.  
Thirteen community health centers implemented 
communication skills training for their entire staff 
memberships. As part of this program, 3,800 clinical and 
non-clinical staff members were trained in the Treating 
Patients with C.A.R.E.  curriculum. Each participating 
community health center sent at least two staff members 
to the IHC Treating Patients with C.A.R.E. train-the-
trainer program, led by IHC Master Trainer Michele 
Nanchoff, PhD, RPsych. 

The introduction to the OPE report captures the rationale for this initiative:  
 

"Caring for someone means more than performing surgery or prescribing 
medicine-it can mean talking with them, comforting them, and helping them 
understand their condition and treatment. Today the evidence is mounting that 
how a clinic's staff and providers communicate with patients can play a 
significant role in patient outcomes. ... This final report looks at this train-the-
trainer program's structure and successes, the challenges grantees faced in 
rolling out this extensive organization-wide training, and how participants are 
going beyond the curriculum to build a culture of communications excellence in 
their organizations."   

*** *** *** 

Golden Valley Health Centers document patient experience gains. IHC’s 
training curriculum Treating Patients with C.A.R.E. is one of the key tools employed 
by Golden Valley Health Centers in its quest to improve the patient experience. One 
of 16 organizations participating in a grant-funded effort by the California 
Healthcare Foundation, Golden Valley serves more than 115,000 patients at its 27 
clinics. A webinar from September 2013: Improving the Patient Experience: 
Lessons from Golden Valley Health Centers features Elizabeth Morrison, LCSW,  IHC 
master trainer and former director of talent and culture, Golden Valley, and Golden 
Valley Patient Services Representative Connie Santa Rosa. Elizabeth and Connie 
describe the infrastructure and behavioral changes embodied one clinic's 
enhancement of the patient experience, including, among other initiatives: 

 Encourage, teach and measure welcoming behaviors: require all staff 
members to participate in C.A.R.E. training; train all clinicians in motivational 
interviewing skills; hire and evaluate staff on communication skills; audit 
greeting behaviors (smiles, verbal greeting, eye contact) and post the data 
on organization's intranet. 

 Create a more welcoming environment: placed the receptionist in the waiting 
room (no longer behind a desk in a separate area); replaced institutional 



 

 

overhead lighting with lamps; removed buzzers on doors separating waiting 
area from treatment area. 

The results in this one clinic, in terms of actual welcoming behaviors observed in 
the waiting area, were dramatic. Within 18 months of implementation, all 
welcoming behaviors increased in frequency from <20% of interactions to 
more than 90%. 

Each of the initiatives was discussed in detail with 
clinic staff members. Elizabeth and Connie noted 
some initial concerns about removing the physical 
barriers separating receptionists from patients in 
the waiting area. Elizabeth noted the literature 
linking decreased physical barriers and improved 
communication skills with decreased risk of threats 
or violence. All staff received training in threat de-
escalation and support implementing limits.  

IHC is proud to be part of this transformative effort, and looks forward 
opportunities to help other organizations become more patient-centered. 

 

Congratulations & welcome, new faculty! 

Clinician-Patient Communication to Enhance Health outcomes 
Jan. 13-16, 2014, Columbus, Ohio 

 
Front row (left to right): Barbara Patterson, Kathleen Bonvicini, Gavin Baumgardner, Jane Bay; second row: Elizabeth 
Morrison, Christtina Davis, Julie Tome, Rohit Uppal, Joseph Geskey; third row: James Schmidt, Bhairavi Patel, 
Thomas Harmon; back row: Thomas Boes, Amy Imm, Adam Ueberroth, Julie Adams, Jaymin Patel, Deepika Bathini. 
Missing: Michele Nanchoff. Our apologies for the poor photo quality! 



 

 

Inaugural revised faculty development program, Team and Patient-Centered 
Communication for the Patient's Medical Home  

Jan. 31-Feb. 3, 2014, Mississauga, Ontario 

 

Front row (left to right): Suzanne Taylor, Mirella Chiodo, Rob Robson; second row: Monica Broome, Eliane Belanger, 
Karen Gold; third row: Mel Borins, Debby Altow, Kathleen Bonvicini (IHC), Michele Nanchoff; fourth row: Glenn 
McRae, Robert Boulay, Heather Coburn, Rob Wedel; Back row: Patsy Smith, Pat Strachan, Bruce MacLeod, Wayne 
Weston, Katheryne Stewart. 

Choices & Changes: Motivating Healthy Behaviors 
Feb. 4-7, 2014, Toronto, Ontario 

 

Left to right: Debra McCarthy, Maya Nikoloski, Surkhab Peerzada, Stephen Hall, Donna Richards, Sarah Telfer 
 



 

 

Faculty highlights 

Congratulations to IHC Master Trainer Monica 
Broome, MD, FACP, FAACH, director of the 
Communication Skills Program at the University of Miami 
Miller School of Medicine. Dr. Broome has been nominated 
by her medical students for the AMWA Circle of Honor for 
Special Leadership.  

AMWA, the American Medical Women's Association, 
was founded in 1915 and is the oldest, multispecialty 
organization for women physicians. It has an extensive 
network of women in medicine from all over the 
country and a rich history of leadership, advocacy, and 
service within the field of medicine. 

*** *** *** 

Welcome, Elizabeth Morrison, LCSW, MAC, and IHC's newest Master Trainer 

Based in Modesto, California, Elizabeth is an experienced and enthusiastic 
practitioner and teacher of motivational interviewing techniques. She specializes in 
developing work cultures that humanize healthcare for patients and employees.  

Elizabeth's background includes clinical work in 
behavioral health and systems work integrating 
behavioral health and primary care. She obtained her 
bachelor's degree from Pennsylvania State University and 
her Master's degree from the University of California Los 
Angeles. During her 8 years at Golden Valley Health 
Centers, Elizabeth was instrumental in the successful 
rollout of training for clinicians and support staff at this 
large system of federally-qualified health centers in 
California's Central Valley. She spearheaded the grant-
funded use of IHC's Treating Patients with C.A.R.E. 
curriculum, as well as the systematic introduction of 
motivational interviewing skills acquisition and evaluation among clinicians and 
prospective clinicians.    

Elizabeth has assumed course leadership for IHC's Coaching for Impressive 
Care: Supervising for Impressive Healthcare Service program.   

We look forward to our work together.  

 



 

 

Hot off the press! 3rd Edition of Patient-Centered Medicine text released 

W. Wayne Weston, MD, CCFP, FCFP, IHC Board Member, Chair of the IHC-Canada 
Advisory Committee and Professor Emeritus at the Schulich School of Medicine & 
Dentistry at the University of Western Ontario, has co-edited the 3rd edition of Patient-
Centered Medicine: Transforming the Clinical Method. It is available for purchase 

through Amazon.com. UK publisher Radcliffe Health hails 
the book: 

This long awaited 3rd edition fully illuminates the patient-
centered model of medicine, continuing to provide the 
foundation for the Patient-Centered Care series. It 
redefines the principles underpinning the patient-centered 
method using four major components-clarifying its 
evolution and consequent development-to bring the 
reader fully up-to-date.  

By examining and evaluating both qualitative and 
quantitative research, including reviews and recent 
studies, the book offers an invaluable compendium of 

relevant education literature and methods. 

Illustrating patient-centered concepts through case studies, Patient-Centered Medicine 
provides clear, inspirational messages about the instrumental role of patient-centered 
clinical care for both students and clinicians in all healthcare environments. 

You can preview a chapter of the book through the Radcliffe Health website.   

*** *** *** 

Kathleen Bonvicini volunteers at Yale Community Health Fair 

 
Kathleen Bonvicini (far right) with Yale medical, nursing and physician assistant student volunteers. 

As part of Yale's annual Community Health Fair, health professional students and 
alumni (including Kathleen) volunteered as part of an effort to raise awareness 
about chronic diseases in underserved areas. On a recent Saturday, the team met 
with 50 local residents and provided health screening and information about disease 
prevention. 



 

 

News & views 

 
Revised CPC materials available to certified faculty 
Four new video cases, an updated annotated bibliography, an updated PowerPoint slide 
deck, a detailed guide to the revisions and revised agendas are all available at no charge 
to active certified IHC faculty (i.e., those who have taught one or more CPC workshops 
within the last two years). Inactive CPC faculty may access the materials for a fee of 
$150. 
  
Inactive CPC faculty members who wish to become active again leading CPC workshops 
are invited to join a 1-day refresher TTT (time, place and cost TBD). The administrative 
fee (above) will be applied to the cost of the 1-day refresher TTT program. 
   
The trove of updated materials is available through a Dropbox account. If you need help 
accessing the materials through different media, did not receive an email from Kathleen 
about the new materials, wish to participate in a refresher TTT, or if you have any 
questions or concerns, please contact Institute Administrator Mary Barrett 
at mbarrett@healthcarecomm.org, or (800) 800-5907. 
  
Thank you to the many CPC faculty members who provided their thoughtful feedback 
and practical suggestions, as well as Dwight Burney, III, MD, Ramon Jimenez, MD, 
Michael Marks, MD, MBA, Robert Marra, DPM, Michele M. Nanchoff, PhD, RPsych and 
Barbara Patterson, JD, for their input. 
 

*** *** *** 
   
Another curriculum update: Choices & Changes: Motivating Healthy Behaviors 
(C&C) has been refreshed with new slides, an updated annotated bibliography, 
improved linkage between presenters' notes and articles from the literature, a shift in 
focus from the Stages of Changes Model to the Conviction and Confidence Model, and 
revised course agendas. 
   
Revised materials are available free of charge to active C&C certified faculty. Inactive 
C&C faculty may access the materials for a fee of $150; inactive C&C faculty members 
who wish to become active again leading C&C workshops are invited to join a 1-day 
refresher TTT (time, place and cost TBD).  The administrative fee (above) will be applied 
to the cost of the 1-day refresher TTT program. If you need help accessing the materials 
through different media, did not receive an email from Michele Nanchoff PhD, RPsych 
about the new materials, wish to participate in a refresher TTT, or if you have any 
questions or concerns, please contact IHC Program Coordinator, Laurie Mansfield, at 
lmansfield@healthcarecomm.org  or call (800) 800-5907. 
   



 

 

Online course on patient safety starts June 2, 2014  

The Johns Hopkins University announces the second annual MOOC (massively open 
online course) on The Science of Safety in Healthcare. This five-week program 
provides an introduction to patient safety concepts and implementation. For a brief 
overview, visit Peter Pronovost's blog post, Free patient safety course returns in 
June. Enrollment and course FAQs are available through Coursera. 

(IHC does not have any connection to this program and does not endorse it.) 
   

*** *** *** 
 
UK project shares patients' hospital care stories with hospital staff and 
managers 

A study conducted by Dr. Louise Locock and colleagues at the University of Oxford's 
Health Experiences Research Group examines benefits to patients and providers of 
a free, reliable, web-based repository about health information and healthcare 
experiences. For 15 years, the group has been interviewing people across the UK 
about their experiences of health and illness. More than 3,000 interviews, most 
videotaped and all transcribed, are archived and searchable on a website that gets 
5-8 million hits each month. 70 different conditions are addressed. 

This award-winning program makes patient interviews available for a variety of 
purposes. Patients and clinicians learn about the range of responses to illnesses and 
treatments. Patients and their caregivers can glean valuable practical tips, and 
clinicians in training gain insights into patients' experiences. Researchers, with 
backgrounds encompassing medical sociology, anthropology, psychology, political 
sciences, discourse analysis and biological sciences, have used the interviews to 
articulate the components of good healthcare. Visit healthtalkonline.org and 
Youthhealthtalk.org.  

*** *** *** 

JCAHO releases updated monograph, Advancing Effective Communication, 
Cultural Competence, and Patient-and Family-Centered Care: A Roadmap for 
Hospitals 

This practical guide is designed to "inspire hospitals to integrate concepts from the 
fields of communication, cultural competence, and patient- and family-centered 
care into their organizations. This monograph provides methods for hospitals to 
begin or improve upon their efforts to ensure that all patients receive the same 
high quality care." 

*** *** *** 

Second annual winners announced, Bayer Excellence in Communication 
Award (BECA) 
Katherine Nadolny, a senior at the University of Missouri's College of Veterinary 
Medicine, was recently announced as the national winner of this national 
competition. Each veterinary school held a competition and provided an award to its 



 

 

winner. As part of a larger effort to recognize effective communication in veterinary 
practice, Bayer Animal Health challenged veterinary students to submit videotaped 
interviews of themselves with a client. The videos were scored for communication 
effectiveness, for example, demonstrations of empathy and use of open-ended 
questions and reflective listening. 
  
IHC has partnered with Bayer to create the Bayer Communication Project to create 
communication skills training modules licensed for use by colleges of veterinary 
medicine for incorporation into their curriculum. Selected faculty from all US 
veterinary schools has been trained via the Bayer Communication Project "Train the 
Trainer" program.  

 

Master Trainer Profile: Frederic Platt, MD 

  

IHC Master Trainer, retired physician, author, poet and 
keen observer of the world around him, Fred Platt was 
part of the initial cohort of faculty trained by Greg 
Carroll and Vaughn Keller of the Bayer Institute For 
Health Care Communication (as IHC was known) in the 
late 1980s. He served as a regional coordinator for the 
Institute's early faculty development courses and was 
deeply immersed in the Institute's work for more than 
20 years. 

Fred grew up in Chicago and now lives in Denver. His 40-year career in medicine 
encompassed service as a US Army surgeon, emergency physician, residency 
director at Presbyterian Hospital, Denver, and private practitioner in internal 
medicine. Fred has authored or co-authored numerous books and articles: 

 Disclosing errors and adverse events in the intensive care unit 
 "What else?" Setting the agenda for the clinical interview 
 Discussing health care costs with patients: an opportunity for empathic 

communication 
 Talking about the unthinkable: perinatal/neonatal communication issues and 

procedures 
 Two collaborating artists produce a work of art: the medical interview 
 Should we screen for depression in primary care? 

Books that Fred has authored or co-authored include Field Guide to the Difficult 
Patient Interview (Field Guide Series), with Geoffrey H. Gordon, MD, Conversation 
Failure: Case Studies in Doctor-Patient Communication, and Conversation Repair: 
Case Studies in Doctor-Patient Communication, among others. 
  
Poetry has long been a focus of Fred's energies, with renewed enthusiasm since his 
retirement. His 2012 exploration, based on a presentation at the University of 
Colorado, Denver, "Poetry as therapy in clinical medicine" describes the therapeutic 



 

 

potential for poetry. Fred has written poems about some of his experiences with 
patients and, on occasion, shared those poems with patients. He had experienced 
the gratification of knowing that patients so captured in poems know and appreciate 
that Fred has heard and understood them. 
  
In his free verse poetry (from his published collection, Was a Doctor), Fred infuses 
his observations of his patients with warmth and humor. 
 

FOILED 
Ranko brings that list, clutches it 
to his chest and tells me that it 
contains all his complaints, all 
his concerns. 
  
I dread that little list. 
It will be unprioritized 
and very long, 
but I can get him to 
turn it over to me. 
  
I say, "Ranko, 
can I look at your list?" 
  
"Sure," he smiles and 
hands it over. 
"But it won't help you much. 
It's in Croatian." 

 

 

IHC offerings 

 
 What do these cities have in common?  

 Saginaw, Michigan 
 Germantown, Wisconsin 
 Durham, North Carolina 
 Atlanta, Georgia 
 Englewood, Colorado 
 New Haven, Connecticut     

These are all sites for upcoming open enrollment courses. As of our 
publication date, all have openings!   

Most IHC communication training programs are sponsored by healthcare systems, 
hospitals, medical practices, professional associations, insurance carriers or other 
organizations and are accessible only to employees of those groups. Fortunately, a 
handful of workshops and train-the-trainer programs feature open enrollment. 
 



 

 

Choices and Changes: Motivating Healthy Behaviors 

We know individual behavior plays a big role in health and 
wellness, yet providers are frequently frustrated in their attempts 
to influence patient behavior. Communication skills consistent 
with motivational interviewing are well documented to help 
clinicians help patients.   

Learn to teach IHC's highly-regarded Choices and Changes: 
Motivating Healthy Behaviors workshop, August 12-15, 2014, Durham, North 
Carolina.  

Recent participants provided the following evaluations:  
- I feel I needed this to motivate me to motivate my patients. 
- Very informative, will help me with my patients on day to day communication. 
- Really fruitful, useful tips for practical doctor patient scenarios/circumstances.   

*** *** *** 
Disclosing Unanticipated Medical Outcomes (DUMO) builds 
training capacity among providers and risk managers to help 
clinicians better communicate with patients and families when 
the outcomes of patient care are not what we expected and 
hoped for.   

Space is currently available for the August 20-22, 2014 train-
the-trainer faculty course in Saginaw, Michigan. Participants in recent DUMO TTT 
courses had this to say:  

- It was helpful to have specific information on how to handle these types of 
situations within this Organization 

- Glad that this is mandatory-very helpful 
- Compelling session, time went quickly! 
- Thank you - Although the role plays can be hard, they are helpful in 

practicing the techniques. 

*** *** *** 
IHC's Flagship Communication Faculty Course 

Clinician-Patient Communication to Enhance Health Outcomes 
(CPC) train-the-trainer faculty course, September 9-12, 2014, 
Atlanta, Georgia.  

Attendees of this 3.5-day course receive expert guidance to become 
faculty members for IHC's Clinician-Patient Communication to Enhance 
Health Outcomes (CPC) workshop. Recent participants commented: 

- Very useful and well done 
- I'm really glad I came, it was much better than I thought it would be-and helpful! 
- Difficult subject-well presented 
- Many thanks! Most helpful CME in the last 5 years! 

  
 
   



 

 

New! Expanded Skills Practice for the Entire Healthcare Team! 

Team- and Patient-Centered Communication for the 
Patient Medical Home (PCMH) expanded (1.5-day) 
workshop, Oct. 13-14, 2014, Englewood, Colorado. 

This intensive and experiential workshop is designed for all 
members of the care team. 

Simulated skills practice sessions, provided in addition to the standard 6-
hour workshop, provide teams with realistic team huddle scenarios to practice 
and reinforce skills demonstrating mutual respect, accurate communication and 
shared goals. The simulations use trained and experienced actors, under IHC 
guidance. Participants in the recently-updated TTT faculty course noted:  

- Loved this! Great mix of theory and practice. Very effective exercises and 
debriefing highlighted purpose/learning. Pace was perfect-kept my attention 
and focus. Enhanced sense of importance of my role in teams and enhanced 
commitment to speaking up/contributing as a way to contribute to patient care. 
Increased my willingness to address team conflict as a way of improving patient 
care.  

- Excellent opportunity to practice coaching and feedback. SPs [simulated 
patients] were a great resource. Feedback from SP was excellent-concrete and 
immediate. Good to be able to practice micro skills! Fun! Learned a lot. Safe, 
supportive environment. Great to practice for the activities.  

- Excellent demonstration of the skills for presenting this material, e.g. using 
examples from participants' previous comments. Valuable model of effective 
team work. 

*** *** *** 

On-site coaching capability is key to sustaining patient-
centered communication skills. 
Coaching Clinicians for Enhanced Performance gives 
experienced trainers structured practice opportunities to 
enhance their clinician coaching skills.   

The next 2.5-day program will be held October 15-17, 2014 in 
Germantown, Wisconsin.  

Recent participants commented: 

- Challenging but constructive  
- Targeted, direct-I was challenged in a safe learning environment. 

*** *** *** 
Improve Patient Satisfaction Scores! 
Think of the Intensive Communication Skills Program as 
an accelerated and focused opportunity to help individual 
clinicians realize the benefits of enhanced skills: improved 
diagnostic accuracy, higher patient satisfaction scores, better 
patient treatment adherence and increased job satisfaction.   
This 3.75-day program is scheduled over a weekend to minimize 
work disruption. The next program will be held October 23-27, 2014 in New Haven, 
Connecticut. Recent participants commented: 

- Very helpful to zoom in on issues 
- Love the simulated patients! Helpful to try techniques in a safe environment. 



 

 

Conflict resolution training   

Conflict resolution training, developed 
collaboratively by IHC and the Rockrose 
Institute, provides a unique experiential 
learning opportunity with horses. Training 
helps participants increase their capacity to 
handle conflict and practice collaborative 
leadership. It is open to people with or 
without significant horsemanship skills.    

Steadfast 2014  will be offered Friday, 
June 20 - Sunday, June 22, 2014 at the 
Rockrose horse ranch in Nicasio, 
California. This program is fully subscribed 
and not accepting additional applications.  
Past participants commented: 
  
 

- I learned more about myself and how I really can change and work on 
relationships than I thought possible. 

- This has been an amazing experience to allow me to go deeper, to examine areas 
in my life where I'm stuck and to explore new ways to find a breakthrough. 

 
*** *** *** 

Additional communication training opportunities are described on our website. 
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