Communication Worksheet Answers
1. Match the element of the communication process with the description or example.
	a. __2___
	Receiver 
	1.
	Methods for conveying the information 



	b. _4___
	Response or return message
	2.
	The person to whom the message is sent 



	c. _3____
	Message
	3.
	The information that is sent 



	d. _1___
	Channels
	4.
	The receiver returns a message to the sender 



	e. _5___
	Sender
	5.
	The person who initiates the interpersonal communication 




2. Match the verbal communication technique with the appropriate description or example.
	a. _4____
	Simplicity
	1.
	Avoiding prolonged pauses or rapid shifts to other subjects 



	b. _2___
	Timing
	2.
	Waiting until a client’s pain is relieved before discussing the importance of physical activity



	c. _1____
	Pacing
	3.
	Providing examples and repeating important parts of a message  



	d. _3___
	Clarity
	4.
	Describing the client’s illness without using medical terminology 


3. Compare the major characteristics of verbal and nonverbal communications.

Both verbal and nonverbal communication involves transmission of a message. Verbal communication uses spoken or written words. Nonverbal communication occurs through actions, without use of words.
4. Which statement about nonverbal communication is correct?
a. It is easy for a nurse to judge the meaning of a client’s facial expression.

b. The nurse’s verbal messages should be reinforced by nonverbal cues.

c. The physical appearance of the nurse rarely influences nurse-client interaction.

d. Words convey meanings that are usually more significant than nonverbal communication.

5. List at least five means of nonverbal communication.

Personal appearance, facial expression, posture and gait, gesture, touch, eye contact
6. List and define five factors that influence interpersonal communications.

Development – relates to neurological ability and intellectual development

Perceptions – individual’s personal view of events

Values – standards that influence behavior

Emotions – subjective feelings about events 

Gender – varied communication styles between men and women

Knowledge – ability to understand words used

Roles and relationships – societal expectation of behavior in specific situations

Environment – setting in which communication occurs

Space and territoriality – distances maintained by individuals during interaction

7. To establish a therapeutic relationship, it is important for the nurse to discuss personal emotions with the client. T or F
8. Communication is more effective when the participants remain aware of their roles in a relationship. T or F
9. List the three dimensions of an individual’s personal space, including the actual distance characteristic of each dimension.

Intimate space - 0-1.5 feet

Personal space – 1.5-4 feet

Social – 4-12 feet
10. List and describe four skills facilitating attentive listening.
Face the client while he or she is speaking

Maintain natural eye contact to show willingness to listen

Assume an attentive posture (avoid crossing legs and arms)

Avoid distracting body movements

Nod in acknowledgement when client talks about an important point or looks for feedback

Lean toward the speaker to communicate involvement
11. List two actions that convey the nurse’s acceptance of what a client is saying.

Listen without interrupting

Provide verbal feedback that demonstrates understanding

Be sure nonverbal cues match verbal communication

Avoid arguing, expressing doubts, or attempting to change the client’s mind
12. When a nurse conveys acceptance of a client, it means the nurse agrees with the client. T or F
13. Which communication technique would be most effective in eliciting detailed information from a client?
a. maintaining silence

b. open-ended questions

c. stating observations
d. summarizing
14. Identify which of the following communication techniques are illustrated in each sample interaction. (Paraphrasing, asking related questions, focusing, offering information)
a. Client: The medication always seems to upset my stomach.

      Nurse: That may be because you aren’t taking with meals. The drug can cause stomach irritation. Offering information
b. Client: This test tomorrow—the doctor says it is painless, but I’ve heard differently from my friends. I’m not sure if I want it.

      Nurse: It sounds as if you are frightened about the test. Paraphrasing
c. Client: Well, when I seem to move wrong, the pain gets worse. 

      Nurse: Tell me what you mean by move wrong.  Focusing 
d. Nurse: Tell me about what medications you are taking.

      Client: I take Inderal and occasionally Valium.

      Nurse: How long have you taken each drug?

      Client: About 2 years.

      Nurse: What dose do you take of each drug? Asking related questions
15. List four nontheraputic communication techniques and briefly describe the reason each inhibits communication.

Passing judgment – takes decision-making away from client, inhibits spontaneity and problem solving, creates doubt

Offering false reassurance – discourages open communication

Being defensive – suggests the client has no right an opinion, erodes client trust

Showing approval or disapproval – praise implies the behavior is the only acceptable one; disapproval implies the client must meet the nurse’s expectations, possibly making the client feel rejected

Stereotyping – inhibits uniqueness and oversimplifies the situation

Probing – may be interpreted as an accusation, causes resentment, insecurity, and mistrust

Changing the subject inappropriately – displays rudeness and lack of empathy
16. Which of the following statements by the nurse could be considered false reassurance to the client?
a. “I understand your concern about the surgery, but at your age there’s nothing to worry about.”

b. “I know it must be frightening to be in the hospital, but you’ll receive the care you need.”

c. “It’s a difficult time for you, but be assured that I’m wiling to listen to anything you have to say.”
d. “No, I’ve never lost a close relative to cancer, but I can understand how difficult it must be for you.”

17. Identify the phase of a helping relationship (preinteraction, introductory, working, termination) with the characteristic behaviors or goals described.
a. The nurse chooses the location and setting for the interaction. Preinteraction 
b. The nurse helps the client adjust to changes of illness. Working 
c. The nurse’s initial goal is to direct the conversation to help the client feel at ease. Introductory 
d. The client tests the nurse’s genuineness in wanting to help. Introductory 
e. The nurse and client evaluate goals and their outcomes. Termination 
f. The nurse uses communication skills while performing routine care measures. Working 

g. The nurse and client identify mutual goals. Introductory and working
18. The client should be informed about the termination of a relationship during which phase of the therapeutic relationship?
a. Preinteraction
b. Introductory

c. Working
d. Termination
19. Communication skills are of importance only in low visibility tasks associated with the psychological, spiritual, and socioeconomic needs of the client. T or F
20. Client communication may be most impaired by:
a. Physical changes associated with the disease states or therapies

b. Psychological alterations associated with coping or social interaction
c. Environmental conditions
d. Failure of the nurse to listen
21. List five alternative methods for communicating with clients who have physical conditions creating barriers to interaction.

Pen and pad or magic slate

Communication board with words, pictures, or letters

Computers

Call bells or alarms

Sign language

Interpreter

Use of eye blinks or movements of fingers for simple responses

Flash cards with common words or phrases the client may use
22. List three methods of environmental control to facilitate interpersonal communication.

Regulating room temperature to a comfortable level

Eliminating noise or reducing loud noises in the room

Eliminate or reduce distractions like the television

Making the client comfortable

Asking other staff or family (if appropriate) not to enter the room during the interaction

Reducing bright or glaring light

Allow for privacy
23. All of the following are important factors when communicating with clients. Which is most important in establishing effective communication with a child?
a. Meeting the child at eye level
b. Providing a quiet, comfortable environment
c. Informing the child about any discomfort associated with the procedure

d. Understanding the influence of development on language and thought processes

24. List three interactions to facilitate communication with a client who is hearing impaired.

Be sure hearing aid is clean and inserted properly and has a functioning battery

Adjust volume of hearing aid to a comfortable level

Speak slowly and articulate clearly

Face the client to provide opportunity for lip reading

Talk toward the client’s best ear

Reduce background noise 

Assure adequate lighting

Use gestures, pictures, etc.
25. The nurse maximizes communication with the aphasic client by:
a. Speaking very loudly
b. Avoid the use of visual cues
c. Asking “yes” and “no” questions
d. Interrupting to provide appropriate words

26. Nurses do not need to be concerned about communication and interaction when caring for the unconscious client. T or F
27. The interview technique most effective in strengthening the nurse-client relationship by demonstrating the nurse’s willingness to hear the client’s thoughts is:
a. Open-ended question

b. Direct question
c. Closed-ended question
d. Probing

Match the communication technique with the most accurate description or definition.

	a. __4___
	Silence
	1.
	Demonstrating willingness to listen to the client without being judgmental



	b. __6__
	Attentive listening
	2.
	Condenses data into an organized review and validates data



	c. __1___
	Conveying acceptance
	3.
	Asking the client to restate the information or provide an example



	d. _9___
	Planning related questions
	4.
	Provides time for the nurse to make observations and for the client to organize thoughts



	e. __8___
	Paraphrasing
	5.
	Provides the client with feedback about how the nurse sees personal behavior or actions



	f. _3____
	Clarifying
	6.
	Activity facilitated by maintaining eye contact, remaining relaxed, and using appropriate touch techniques



	g. _10__
	Focusing
	7.
	Allows the nurse to clarify health-related issues, initiate teaching, and identify and correct misconceptions



	h. __5__
	Presenting reality
	8.
	Formulation of client’s statement by the nurse in more specific words, without changing meaning



	i. __7___
	Offering information
	9.
	Use of words and word patterns in client’s normal sociocultural context



	j. _2____
	Summarizing 
	10.
	Limits area of discussion and helps the nurse to direct attention to pertinent aspects of the client’s message


