Evolution of Fear and the Effect in Healthcare Management:
Effective Use of Communication as a Vital Tool for Trust
Development

Aghanya, T. Nonye, MSC, R.N., FNP-C

naghanya@verizon.net

Abstract

Quality healthcare requires practitioners who possess the technical competence and
communication skills for not only gathering and transferring information to patients but also
for developing trust with patients in the process of clinical consultation. The purpose of this
study is to identify how poor communication skills significantly contribute to the mistrust
experienced between patients and healthcare providers/clinicians. The study identified various
professional practice gaps in existence such as clinicians/healthcare providers who are unaware
of different scenarios that warrant the application of specific styles of soft skills of
communication while interacting with patients who present with different
attitudes/characteristics/personal attributes. Education is needed to provide a better
understanding of the several factors that contribute to these presenting attitudes capable of
building a wedge and creating mistrust between patients and healthcare providers/clinicians.
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It's important to note that patients often experience high levels of apprehension during their
clinical/hospital visits. Sometimes, such high anxiety levels manifest as various patient attitudes
that could become a deterrent to the development of productive clinician-patient relationship.
Clinicians could perceive various behaviors as overly curious, rude, dismissive, absurd, or
downright bizarre.

Since people have different personalities and backgrounds and thus perceive and react
differently to the same information presented to them, the key for trust development is in the
delivery method of information. To attain trust development through effective communication,
the clinician’s communication style must be tailored to each patient’s personality, attitude, and
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background so that patients would feel comfortable in the presence of the provider to receive
and retain clinical information. This promotes medical regimen compliance.

The helpful resources detailed in the author’s book, Simple Tips to Developing a
Productive Clinician-Patient Relationship, originate from critical analysis of peer-
reviewed research articles and various studies including 30 years of author’s clinical
experiences in diverse healthcare settings. The findings of this study would make a great
teaching/learning tool in educational institutions as medical/dental/nursing schools, Healthcare
practice settings such as medical clinics, emergency health clinics, hospitals, retail clinic, and
urgent care clinics.
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