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* We don’t get training on
this
+ Communication matters

Why Patient Communication Matters in Healthcare

1.Can improve the patients trust, respect,
relationship and overall perception of the
provider

2.Can improve adoption of new treatments

3.Can improve adherence to treatments

4.Can help empower patients to
change/improve their lifestyles and self care

5.Avoid medication errors

6.Can improve dropout or lost to follow up rates

« 1030 participants

o 155 (15%) reported DED dx
= 88 (67.7%) discontinued

ophthalmic follow-up for DED
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Psychiatric ~53%

+ 1030 participants
o 155 (15%) reported DED dx
= 88 (67.7%) discontinued
ophthalmic follow-up for DED

Diabetes ~11.1% lost to follow-up
Psychiatric ~53%

Patient Experience & Perception

Effective
Communication
for Lid and OSD

Patient Experience &
Perception

Why OSD & Lid Disease
is Challenging

Key Communication
Concepts & Practices
Tips, Tricks and Key
Phrases

Goal:
* Improve pt respect,
trust, & relationship
with the provider
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Understanding How You Come Across to the Patient

Red Flags
* Being late or “behind”
+ Not being present
o Not listening
o Not making eye contact
* Rude
+ Poor Communication
+ Smell Bad

Setting the Stage
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Setting the Stage

» High Tech Vs Low Tech

Setting the Stage
+ Clean Rooms Know
* Professional / Medical Setting Your

Audience
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General Tips for Communication General Tips for
1.Be genuinely interested in other people Communication
2.Smile FOURTH EDITION . . . . . .
. ; - » Enhancing intrinsic motivation to change
e anc Us€ people’s names MOTIVATIONAL « Helps people make decisions about
4.Be a good listener behavior change
5.Be understanding and supportive INTERVIEWING
6.Don t criticize, condemn or com;?lam HELPING PEOPLE CHANGE AND GROW Technique is commonly used in healthcare,
7.Talk in terms of the other person’s - . A
A . addiction treatment, and counseling settings.
interests 7
8.Begin in a friendly way -
9.Make the other person happy about \
i William R. Mill \
doing what you suggest "'sxép':::m Roul“i& !
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The Challange with
OSD +Lid Disease

Chronic
and/or Recurrent

Challenging
toTx Conditions

Mental Health Personal
or Intimate

Demodex Blepharitis
» Demodex folliculorum & Demodex brevis

18
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Mental Health Concerns

Depression in Bleph = 52% 2
Anxiety in Bleph = 67%

)]
Depression in DED = 25-53%
Anxiety in DED 39-63%

LLiuZ, etal Front Psychiatry, 2022 Jul 13,13:930714.
2.Chiang CC, et al. PLoS One. 2013 Dec 30/8(12):¢83335
3/Acan B, et’al. Clin Exp Optom. 2017 Jan;100(1):83-86.
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Depression in DED = 25-53%
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« Exhibits bidirectionality
« May trigger lifestyle changes that make DED worse
o Sleep Patterns
o Eating Habits
= Can hinder adherence
= can be lost to follow-up

LLiuZ, etal Front Psychiatry, 2022 Jul 13,13:930714.
2.Chiang CC, etal. PLoS One. 2013 Dec 30/8(12):¢83335
3/Acan B, et’al. Clin Exp Optom. 2017 Jan;100(1):83-86.
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Mental Health Concerns

Depression in Bleph = 529%
Anxiety in Bleph = 67%

Depression in DED = 25-53%
Anxiety in DED 39-63%

« Exhibits bidirectionality
« May trigger lifestyle changes that make DED worse
o Sleep Patterns
o Eating Habits
= Can hinder adherence
= can be lost to follow-up

* Medications - SSRIs -
o Disrupt agueous and mucous secretion

1LiuZ, etal Front Psychiatry, 2022 Jul 13,13:930714.
2.Chiang CC, et al. PLoS One. 2013 Dec 30/8(12):¢83335
3/Acan B, et’al. Clin Exp Optom. 2017 Jan;100(1):83-86.

Key Communication
Concepts & Practices @ Empathy and Validation

Setting a Shared Agenda

® Empowerment Through
Education
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Empathy & Validation

Extremely important in chronic pain cases (1)

Nicola M, et al. Front Pain Res (Lausanne). 2022 Oct 14;3:884335. doi: 10.3389/fpain.2022.884335. PMID: 36313220; PMCID: PMC9614309.
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Empathy & Validation
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Explaining Tests

* What the Test measures

« The outcome

* What it tells you as the provider

* Lead into the treatment options

o (specify how the treatment will
help the patients needs)

» *Use assessment for future
monitoring or progression vs
regression
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Explaining Treatments
Dry Eye Disease Blepharitis
Artificial Tears Antibiotics
Warm compresses . L.
Oral Supplements Anti parasitics
Anti-inflammatories Lid Scrubs
Immunomodulators . P
Thermal Pulsation Microblepharoexfoliation
Intense Pulsed Light IPL?
Low Level Light Therapy )
Meibiomain Gland Probing
Punctal Plugs
Contact Lenses
Amniotics
Autologous Serum
Platelet Rich Plasma
35 36
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Examples and Key Phrases

1.“...this concerns me...”

2."This is something we need to address immediately."

3."Ignoring this could lead to serious complications."

4."This is a crucial part of your health we can't afford to overlook.”

5."If we don't take action now, this could become a bigger problem down
the line"

6."This is a red flag that we shouldn't ignore."

7."We need to be proactive about this to avoid future problems."

8."This isn't just a minor issue; it has significant implications for your
health."

9."Let's prioritize this so we keep your eyes in the best possible health."
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Examples and Key Phrases

1.“in order to get control of your symptoms (insert pt’s pain point), you
are going to need...”

2.“When would you like to schedule?”

3.“In cases like yours, | usually see the best results with...”

4."This treatment is highly effective and has shown great results for many
patients."

5."This is the best course of action based on the latest research."

6."We see many patients show improvement in their signs and symptoms
with this one simple treatment alone”

7."As your eye doctor, your eye health is my top priority, and this is the
best way to ensure we keep you seeing your best"

8.The easiest and fastest way for us to manage this is...
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If you have any further questions or wouldlike to
explore opportunitiesto work together, please
don‘thesitateto reach out.
hello@DoctorEyeHealth.com
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