1 Communication Skills

Multiple choice questions

1.

Most dental workplaces will treat patients of a wide age range, from young
children to elderly pensioners, and the communication skills required by the
team to treat each group successfully varies greatly. Which one of the following
options is the least likely communication skill to achieve successful toothbrushing
compliance by a primary school-age child?

Able to ask questions of team

Appropriate vocabulary for age

Describing likely dental treatment

Hands-on teaching technique

Use of physical aids to teach
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The act of communicating with someone is to give or exchange information
with them, and this can be done both verbally and non-verbally. Which one of
the following non-verbal communication actions would indicate that the lis-
tener is indeed listening to the speaker?

Breaking eye contact

Continuing another task

Facing them

Interrupting them

Turning from them

moOws

During a dental appointment, patients are often provided with a lot of information
by the dental team: oral health advice, treatment advice, discussions of treatment
options, etc. Sometimes it may be difficult for them to clearly remember all that has
been mentioned. Which one of the following options is the preferred method of
reinforcing the information so that the patient remembers it?

A Ask a colleague to repeat it

B Ask the dentist to repeat it

C  Provide it in written format
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4 Questions and Answers for Dental Nurses
D  Repeat it at the next appointment
E  Repeat it during the appointment

4. From time to time the dental team will provide treatment for patients with a
disability such as reduced vision or partial sightedness. Good communication
skills by the team are important in ensuring that these patients receive treatment
in a safe manner and are comfortable doing so. Which one of the following
options is the least likely communicative action to assist partially sighted or
blind patients to undergo dental treatment?
A Describe likely sensations
B Describe likely sounds
C  Play music during treatment session
D  Provide information in Braille
E  Use magnifiers for written information

5. Good communication skills are of great importance in encouraging patients to
take an active role in managing their own oral and general health. If the person
advising them has poor communication skills, the patient is unlikely to follow
the advice. Which one of the following options would indicate communicators
have good communication skills when advising a patient?
A Butting in verbally
B  Folding their arms
C Rolling their eyes
D  Sitting down
E  Turning away

6. The requirement for the dental team to communicate effectively with patients is
enshrined in the General Dental Council (GDC) Standards document. Which one
of the following options is the specific core ethical principle of professionalism in
this document that deals with the issue of communication skills?
A Principle 1
B  Principle 2
C  Principle 3
D  Principle 4
E  Principle §

7. In modern dental workplaces, patients often receive various stages of treat-

ment and oral healthcare from several members of the dental team throughout
the delivery of a treatment plan. It is therefore important that all team mem-
bers give the same messages so that the patient does not become confused.
Which one of the following options is the most likely method used by the team
to avoid giving conflicting advice to patients?

A Copy what the dentist says

B  ‘Google’ the topic

C  Have a written protocol
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8.

10.

11.

D  Learn the message by rote
E  Refer to a textbook

Many dental workplaces deliver oral healthcare and treatment to patients in
a multiracial society and for many of those patients, English is not their first
language. It is important that patients understand the information they are
given, otherwise they cannot give valid consent for treatment. Which one of
the following options is the least effective method of giving dental informa-
tion to a non-English-speaking patient?

Allow family to interpret

Issue relevant NHS leaflet

Talk slowly

Use ‘Language Line’ service

Use suitable online translation

moOwe

From time to time the dental team will provide treatment for patients with a
disability such as hearing loss or profound deafness. Good communication skills
by the team are important in ensuring that these patients receive treatment in a
safe manner and are comfortable doing so. Which one of the following options
is the least effective method of communicating with a partially deaf patient?
Remove mask while talking

Shout instructions

Sit facing patient while talking

Use hearing loop device

Write down information

moOw»

Most dental workplaces will treat patients of a wide age range, from young
children to elderly pensioners, and the communication skills required by the
team to treat each group successfully vary greatly. Which one of the following
options is a patient age range that is most likely to respond to receiving oral
health advice in short interactive sessions?

A Pensioners

B Primary school

C  Teenagers

D Toddlers

E  University students

Sometimes, despite the best efforts of the dental team, the ability to commu-
nicate the detrimental effects of patients’ habits or actions on their oral and
general health fails. Patients have the right to make their own decisions, of
course, in all matters concerning their own oral and general health, and the
dental team must respect this. Which one of the following options is the most
likely communication method to impress an otherwise non-receptive patient?
A Accept defeat and give no further advice

B Provide relevant statistics

C  Relay success of other patients
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6 Questions and Answers for Dental Nurses
D Reprimand the patient
E  Show a relevant photograph

12. Good communication skills are required by all members of the dental team
when dealing with patients, to ensure that the patients can give consent for
any treatment proposed by the team. Which one of the following options is
an example of a team member showing good communication skills when
dealing with a patient?
A Giving no information
B Leaving questions unanswered
C  Speaking a different language
D  Using clinical pictures
E  Using dental terminology

13. Good communication between the dental team and their patients is crucial in

providing relevant oral and general health information, for the benefit of the
patients. Which one of the following options is an example of verbal
communication?

Discussing a treatment plan

Giving an information leaflet

Listening to a complaint

Making eye contact

Smiling at the patient

moOw»

Extended matching questions

For each of the following communication skills questions, select the single most
appropriate answer from the option list. Each option might be used once, more
than once or not at all.

zrroecacTe

Break eye contact

Face patient

Face-to-face session

Group session

Language line

Provide information in Braille
Roll their eyes

Use hearing loop

Use leaflets

A teenager attends the practice as an emergency and is diagnosed with acute
necrotising ulcerative gingivitis. Following emergency treatment and then a thor-
ough scaling, the patient will require oral hygiene instruction with regard to effec-
tive cleaning and possibly smoking cessation advice. Which one of the options
listed is likely to be the most effective way of giving the advice to this patient?



Communication Skills 7

Following the Covid-19 pandemic of 2020, your workplace has installed a
permanent glass barrier at reception to ensure the safety of staff while carrying
out administrative duties, by preventing patients and visitors from encroaching
into their personal space while at reception. Unfortunately, several elderly
patients with hearing aids now find it hard to understand what is being said to
them through the glass pane, as voices are muffled. Which one of the options
listed is a technique of assisting sound transmission for these patients?

While closing down the surgery at the end of a clinical session, a member of
staff forgot to run the disinfectant solution through the aspiration unit to clean
it. The following morning the equipment was found not to be working cor-
rectly as the debris of the previous day had solidified in the pipework. Which
one of the options listed is a non-verbal communication action that indicates
the member of staff responsible for the breakdown is unconcerned about the
issue when challenged by the employer?

A patient has returned to the practice weeks after having a set of dentures fit-
ted, complaining that they are still very loose and that they fall out when she
tries to eat. Having had the dentures adjusted several times, she is demanding
to have a full refund as she says the dentures are not fit for purpose. Which one
of the options listed is the correct non-verbal communication action to take in
this situation?

The practice has organised an open day to coincide with the National Smile
Week, and a local Brownies club are to attend for an organised visit. Which one
of the options listed is likely to be the most effective way of providing simple
oral hygiene information in this circumstance?
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Questions and Answers for Dental Nurses

Answers

Multiple choice questions

1.

The correct answer is C. Describing possible dental treatment that may be
necessary if children do not brush their teeth regularly and effectively, especially if
words such as ‘toothache’, ‘smelly breath’ and ‘needle’ are used, is usually quite
counter-productive. Indeed, it may seem threatening to some patients. Instead, the
dental team should engage children in correct brushing activities, in a friendly
manner and at a communication level appropriate to their age. At this age children
tend to respond well to a hands-on, getting-involved approach to instruction.

The correct answer is C. Facing someone while they speak indicates the lis-
tener is actually listening to them, whereas most of the other options indicate
the listener has mentally dismissed the speaker and is concentrating on some-
thing else. Interrupting someone while they speak, apart from being rude, also
indicates the listener believes what they have to say is more important or that
they disagree with what the speaker is saying.

The correct answer is C. Pre-written templates for advice, such as post-
operative instructions, or information leaflets about a new type of treatment
are invaluable in reinforcing important information from the dental team to
their patients. Patients should be encouraged to take the written information
away and read it at their leisure so that they then follow advice correctly or
understand proposed treatments better, or it prompts them to ask further ques-
tions to clarify the information.

The correct answer is C.  Although usually relaxing to most patients and staff
(depending on the music played), any background noise may hinder partially
sighted or blind patients from relaxing during a treatment session, as it makes
it more difficult for them to hear the likely sounds they have been told to
expect during the treatment. Instead, the clinician is far better providing almost
a running commentary of the treatment as it progresses through the session,
and this also helps to reinforce the patient’s trust in the team and that they are
totally focussed on the patient.

The correct answer is D. Sitting down while talking to someone, or while
they are talking to you, indicates that they have your attention — they are being
listened to and communicated with. All other options are examples of poor
communication skills and that the person is being dismissive, defensive or not
believing what is being said.

The correct answer is B.  The GDC Standards document says that the whole
dental team must demonstrate good communication skills so that patients
can understand what is being said to them, otherwise they cannot be said to
have given consent for treatment. The document also says the team should
listen to their patients, take their individual needs into consideration and
promote their rights and responsibilities to make decisions about their health
and care.
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10.

11.

12.

The correct answer is C. Written protocols do not require to be learned and
repeated from memory; they are always available to be referred to while talk-
ing to the patient. Their content will not change between patients or appoint-
ments and will therefore remain consistent. In addition, protocols are developed
and produced by the dental team together, often during discussions at staff
meetings, so the information given will have been accepted and agreed upon
by all team members.

The correct answer is C.  If patients do not speak English it is irrelevant whether
they are spoken to quickly or slowly — they will not understand either way.
Non-English NHS information leaflets, ‘Language Line’ and online translation
software are all excellent methods of ensuring that all patients understand the
information they are being given by the dental team and are therefore able to
give consent. Interpretation by a family member is acceptable in some situations
but is reliant on the knowledge level of the interpreter — often younger family
members (even children) are relied on to impart sometimes complicated health
information to an older family member. This is not an ideal situation.

The correct answer is B. Partially deaf patients quite rightly become fed up
with everyone shouting at them, believing this helps to impart information to
them more effectively. Instead, many subconsciously lip read when they are
being spoken to, so being able to watch a speaker’s mouth while they are talk-
ing is very important to them. Facing the patient and especially removing a
mask while talking, using clear enunciation of words and talking at a regular
speed all enable the team to communicate effectively with partially deaf
patients. Hearing loops at enclosed reception desks are useful for patients
wearing a hearing aid and, if all else fails, providing information in a suitable
written format ensures a level of communication with the patient.

The correct answer is B.  Primary school children have short attention spans
but are never happier than if they can physically take part in an activity. Good
examples of dental relevance are arranging stacks of food and drink packag-
ing as ‘good’ and ‘bad’ for teeth, toothbrushing sessions (especially if dis-
closed by a member of the team first, and with aprons on), relevant drawing
and colouring activities and so on.

The correct answer is E. As the saying goes, ’a picture paints a thousand
words’, and although some clinical photographs may be used as a shock tactic,
sometimes it is what is necessary to convey information. With gingivitis, poor
oral hygiene, periodontitis and caries, if the photograph is actually of the
patient’s own mouth and shown in a sensitive rather than accusatory manner,
it is often the only way of convincing the patient that change is required.

The correct answer is D. Rather than trying to describe, for example, what
a crown is and how the treatment is carried out, show the patient before and
after photographs of a successful case. This allows patients to visualise the
improvement achieved with the treatment and relate it to themselves. It allows
them to ask further questions about the procedure, and their understanding
can be enhanced by the provision of further written information too.




10

Questions and Answers for Dental Nurses

13.

The correct answer is A. When a treatment plan has been formulated it
must be discussed verbally with the patient so that the patient can accept the
proposed treatment and give consent, or refuse part or all of the treatment
plan and give limited or no consent, respectively. During the discussion the
patient must be told of alternative treatments where appropriate, the risks
and benefits of the proposed treatment, the consequences of not having the
treatment where appropriate and the costs of the treatment.

Extended matching questions

1.

The correct answer is c). Teenagers often go through a phase of being embar-
rassed about their bodies, especially as they go through puberty and mature.
They do not respond well to being ridiculed or admonished in front of parents
or siblings and may tend to show off and ‘act up’ in front of friends or girl-
friends/boyfriends. It is best to provide their oral hygiene instruction away
from others, in a face-to-face session where they can ask questions without
appearing silly and where difficult topics such as smoking can be discussed
without others overhearing.

The correct answer is b). Modern hearing aids have switches that enable
normal sound to be received differently when activated around a hearing loop
device. When in use, amplified background noise is blocked while speech is
transmitted clearly so the patient and reception staff can converse normally
through the glass.

The correct answer is g). Eye rolling when being confronted about an issue
indicates a lack of care or interest by the person being challenged. It can be
interpreted as almost saying ‘so what?’ or ‘not again?’ by the challenger and is
rude, dismissive and inflammatory.

The correct answer is b).  Facing someone while they are talking to you indicates
that you are listening to what they say and they have your attention. It is polite to
do so and can often diffuse a tense situation.

The correct answer is d). When a group of individuals, especially of a similar
age, require oral hygiene instruction and information it is best to provide it in
a group session. That way, everyone is engaged and occupied at the same time
so that no one is left out and no one becomes bored.



