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“Parents and patients are more trusting of, 
and committed to, health professionals 

who adopt an empowering 
communication style with them.” 
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"These are the words we currently use, 
perhaps mostly because of the medical 
profession, to describe disability: 

Retarded.  Incompatible with life.  Abnormal.  
Dysfunctional.  Dysmorphic.  Disabled. 

This language takes potential and even ability 
away from a person. 

The words we have associated with "disability" 
reveal a deficit culture that does not accept, 
encourage, or enable humanity." 
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NEGATIVE JARGON

12



"Extensive research 
has shown that no matter 
how knowledgeable a 
a clinician might be, 
if they are not able 
to open good communication 
with a parent/patient, 
they may be of 
no help. "
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"We are quick to 

place value 

judgements on a 

person, often before 

they are even born, 

before they have a 

chance to reveal 

their unique 

character, before 

they can enrich our 

own experience 

of life." 
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"Most complaints about 
doctors are related to issues 
of communication, not 
clinical competency.  
  
Patients want doctors who 
can skilfully diagnose and 
treat their sicknesses as 
well as communicate with 
them effectively."

  16
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POSITIVE INFORMATIVE
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Given the wealth of evidence linking 
ineffective clinician-patient 

communication with increased 
malpractice risk, non-adherence, 

patient and clinician dissatisfaction, 
and poor patient health outcomes, the 

necessity of addressing communication 
skill deficits is of the utmost importance.
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"Doctors with better 

communication and 

interpersonal skills are able 

to detect problems earlier, 

can prevent medical crises 

and expensive intervention, 

and provide better support 

to their patients. 

 

This leads to higher- 

quality outcomes and better 

satisfaction, lower costs 

of care, greater patient 

understanding 

of health issues, 

and better adherence 

 to the treatment process." 
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Has your hospital 
or any of your medical staff been 
complained against as a result of 

poor communication?

How confident are you that your
medical staff are communicating 

with parents/patients in a way 
 that is fully understood? 

Does your take-home
informational material, 

including medical reports, contain 
negative phrases or words 

that could be causing undue 
stress or hurt?

How many of your medical staff 
are feeling overwhelmed 

and stressed due to not 
being equipped to 

communicate in a way that 
empowers a parent or patient?

Are you seeing   
avoidable re-admissions due to 

lack of understanding 
at discharge?

Is your current system for 
measuring the patient/parent

experience working as well
as you need it to be? 

30



W H A T  N E X T ?
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Sarah Maley- Occupational Therapist NZ

David McDonald A/Prof MBBS FRACP DA(UK) A/Prof 
Paediatrics UNSW Director Prevocational Education 
and Training PMBH Consultant Paediatrician | Head 

Department of Paediatrics /Port Macquarie Base 
Hospital

Martin Chadwick, Executive Director Allied Health, 
Scientific and Technical BoP DHB

"Rachel’s talk should be compulsory 
for all medical students!"

Andrew Martin- former President of the Australasian 
Sonographers Association

"I am still in awe of the recent talk you gave 
me and my colleagues at the Courage and 

Innovation Conference for 
Southern District Health Board. 

I truly believe you have changed my clinical 
practice forever."

“Hi Rachel, 
Just wanted to let you know how great you 

were at DFTB 17. You have revitalised 
and revolutionised my clinical approach 

to my patients, and the copies of 
your book that you signed for me 

have found a good home. 
Keep up the great work…it matters!"

Dr Simon Rowley, Neonatologist 
Auckland District Health Board

“In the 25 years that I have been organising 
and involved with the ASA, yours was the best 

opening address I have ever seen. 
And we’ve had politicians and celebrities 

and all sorts of people. We look at medicine in a 
very narrow way, we label and categorise 

everything and everyone. It is so good to be 
reminded that there is another way of 

looking at things.
Thank you!"

“Rachel, you rock!! 
Nothing but positive feedback. Your workshop 

prompted so much in the way of deep reflective 
thinking and how we make it all more of a 

reality, so you hit the nail on the head 
from this perspective. 

You have such a gift for cutting to the chase of 
what we are here for… all too often this can get 

lost, so thank you for being a pathfinder… 
maybe that could be your new job title?? 

I hope to be in touch again 
soon for the next bright idea."



Rachel Callander is a speaker, TEDx presenter, trainer and author. 
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R A C H E L C A L L A N D E R . C O

rach@rachelcallander.co

+61 420 583 245
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