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Video title  Interview with previous CCP delegate 

   

 

Dialogue 

  

Interviewer 

 

Thanks very much for agreeing to this interview doctor.  I 

wonder if you could think back and tell me what your 

thoughts were when you were first referred to the Clinical 

Communication Program. 

  Delegate Initially angry.  Very very angry.  Frustrated.   

  Interviewer Uh Uh 

  Delegate A feeling of being singled out. 

  Interviewer Sure 

  Delegate Why me?  Why not everybody else?  A feeling of 

injustice. 

  Interviewer Nodding 

  Delegate That encapsulates it.  It had been secondary to a 

complaint. I was angry and I didn’t see it as a challenge 

until I started making use of support networks.  Then 

when I started speaking to other people about it, then I 

realised that maybe it would be a positive experience and 

it could have a positive outcome.  And potentially could 

further me in terms of not only my professional 

development but my interactions and communications. 

  Interviewer OK, so you were referred to the program and then you 

accessed other networks to give you some more 

information about the program? 

  Delegate Well, I accessed support networks more in terms of my 

feelings regarding the complaints and the fact that I 

needed to attend such a course when I thought that, you 

know, that everything was fine. 
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  Interviewer OK, so you’ve alluded to there having been a complaint.  

Are you happy to tell us what led up to you being referred 

to the course? 

  Delegate As far as I can remember, it was my manner.  I tend to be 

very abrupt.  Not much empathy.  Some of the questions 

I would ask patients were probably more accusatory than 

trying to gain information for clinical purposes. 

  Interviewer I see, and that resulted in there being some complaints? 

  Delegate Yes 

  Interviewer OK, I wonder at that time, prior to you coming to the 

course, how did you feel about work in general and your 

patients in particular? 

  Delegate I was working very very hard. 

  Interviewer Yes 

  Delegate I was frustrated just before I came to the course and 

strongly felt that frustration at having to give up time and 

go to the course. 

  Interviewer It must have felt like a real imposition 

  Delegate I guess by the time I actually went I was also looking at it 

as a challenge. 

  Interviewer OK, and potentially something positive you said. 

  Delegate Yes 

  Interviewer That’s great.  So you came to the residential workshop.  

What were your feelings about it after you’d been through 

it?  At the end? 

  Delegate Honestly, I wanted to get as many as my colleagues to 

come as I was able to. 

  Interviewer OK (laughter) 
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  Delegate I went back to my practice and I mentioned the course to 

some of the colleagues I interacted with and told them 

that  I thought it was absolutely outstanding.  And I say 

that with no ulterior motive.  It was outstanding. 

  Interviewer That’s great to hear.  So then, for you, what were the key 

messages you took away from the program? 

  Delegate To be empathetic.  To be empathetic with the people that 

I was interviewing.  To try and understand where they 

were coming from.  To be patient.  Sensitive to what they 

were telling me and to constantly check with them 

throughout the interview to touch base with them and 

check and see that I was in sync with what they were 

saying.  And that I understood what they were saying. 

  Interviewer Nodding 

  Delegate And especially that final take home message – checking 

that they were OK.  If they had any questions, if they 

were OK with everything that we had done.  That to me 

has been probably the most important take home 

message. 

  Interviewer It sounds like that is something you have been 

implementing in your work since you have finished the 

course? 

  Delegate Diligently and religiously. 

  Interviewer Well done.  If you reflect back now to the residential 

component of the program, what do you think was the 

most valuable part of the residential weekend? 

  Delegate The role play.  The actors, being put in a situation and 

being critiqued.  I can’t remember the exact details but 

the role play for me was the most important. 

  Interviewer OK, so actually being in the situation and practicing skills 

in a non-threatening environment with actors that were 

very believable? 

  Delegate And also the camaraderie and seeing others from a 

variety of medical disciplines in a similar predicament.  

That for me was important. 
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  Interviewer That gave you a sense that you weren’t alone in this? 

  Delegate Yes. Yes, very much so. 

  Interviewer OK.  And thinking back to the program, what did you find 

initially the most challenging or difficult about the whole 

thing? 

  Delegate Ah, that’s a difficult question to answer.  Probably in the 

beginning it was understanding where it was going to fit 

in to my practice and understanding how I was going to 

apply it because initially it was theoretical. 

  Interviewer Yes 

  Delegate And it was a case of trying to work out that, yes that’s all 

very well but where am I actually going to apply it.  And 

as the course progressed it became more practical, that’s 

what was very educating for me. 

  Interviewer So your thoughts about those challenges now are that 

the program was very practical and there were very 

meaningful ways that you could implement some of those 

new skills – would that be correct? 

  Delegate Yes 

  Interviewer  So you’ve mentioned some of the things that you have 

implemented into your work life after the workshop.  Any 

others that you can think of? 

  Delegate Um, try to be on time.  Switch off my telephone.  Ask 

permission if I answer the telephone or take a call. 

  Interviewer OK 

  Delegate Using humour but being sensitive at the same time in 

terms of when humour is appropriate. 

  Interviewer Yes 

  Delegate Um, and then there would probably be the other example 

that comes to mind. 



 

CCP Interview transcript 5 of 8 

 

 

  Interviewer Yes, the one you mentioned previously was empathy.  

That was obviously an important skill for you. 

  Delegate Yes.  Yes, very much so.  It must be difficult, I 

understand that....., I drop those lines in and there is 

usually a very very positive reaction. 

  Interviewer Right 

  Delegate And at times a very emotional reaction when you start 

empathising with patients.  And these are people who I 

may not be seeing again so it is even more important for 

me to be empathic when I see these patients.  So I need 

to do it right and I think that this course gave me the skills 

to do that.  Suffice to say that in the three or four years 

since I have done the course there has only been one 

complaint which was nothing to do with communication.  

It was more a legislative sort of thing and wasn’t about 

my manner or me personally. 

  Interviewer That’s great.  You mentioned one of the impacts of 

putting those changes in place was that sometimes 

patients became a little bit more emotional.  Have you 

noticed any other impacts of those changes? 

  Delegate Patients are optimistic and positive when they leave my 

room. 

  Interviewer That’s an important change for you, isn’t it? 

  Delegate And they say to me, a number of them say to me, “You 

are the first person who has listened to me”. 

  Interviewer That’s very powerful isn’t it? 

  Delegate Yes, and I have had it time and time again.  And I say to 

them, “It’s a pleasure and I’m glad I could help you”. 

  Interviewer Well, that leads me to another question – where there 

any personal impacts for you of doing the program? 

  Delegate Um… 

  Interviewer you suggested increased satisfaction and positive 

feedback from patients as an impact… 
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  Delegate …well, the patient being satisfied was my satisfaction. 

  Interviewer OK, yes.  That’s very rewarding then. 

  Delegate Yes 

  Interviewer Can I ask something a little bit more specific about your 

interactions with our organisation?  How did you find your 

interactions with us?  

  Delegate I found everyone to be professional, sensitive to the fact 

that we were there and that is was perhaps not 

voluntarily.  And willing to listen and guide us.   

  Interviewer Ah-huh.  And particularly the facilitators, what sort of 

environment would you say they created for the group at 

the workshop? 

  Delegate Being doctors, they created the feeling that we were all in 

the same boat.  Um, you had a feeling that the facilitator 

understood where you were coming from. 

  Interviewer OK 

  Delegate Whereas if it had been somebody else, for example if it 

had been a business person, or a human resource 

person I think that the impact would have been very 

different. 

  Interviewer Right.  So you appreciated that the facilitators were 

medical? 

  Delegate Very much so.  To be honest, it would have got my back 

up a little bit if it had been the opposite! 

  Interviewer Sure. 

  Delegate Because of the facilitators being medical and all from a 

medical field I think that this is true to say that we all felt 

that only a medical presenter would understand how we 

feel.   

  Interviewer Yes. 
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  Delegate They really can understand how we feel. 

  Interviewer Uh-huh.  OK.  Now, many people comment on the cost of 

the program.  For you, would you say that it was money 

well spent? 

  Delegate Yes, absolutely 

  Interviewer Thank you 

  Delegate It wasn’t cheap but in retrospect it certainly wasn’t bank 

breaking. 

  Interviewer OK, and valuable in your opinion 

  Delegate Oh, yes 

  Interviewer So what advice would you give to a colleague or 

someone that you knew of who was considering 

registering for the course and was maybe a little bit 

anxious about it? 

  Delegate I would reassure them, in fact I have suggested to 

several of my colleagues that they do register for the 

course! (laughter) 

  Interviewer OK 

  Delegate Not because they are bad doctors or poor 

communicators but because I think that the skills you 

give us we don’t learn at medical school.  We certainly 

don’t learn them in my discipline.  From what I have seen 

and heard we certainly don’t get it in most of the other 

disciplines. 

  Interviewer Uh-huh 

  Delegate So, I would try and encourage as many of my colleagues 

to do it as I can.  A lot of them don’t because of time 

constraints and because they don’t feel the need for it 

which is a pity.  

I don’t think you need to have a complaint to go. 
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  Interviewer OK, that is certainly very positive feedback.   Any advice 

you would give them about how to maximise the benefits 

of the program? 

  Delegate Be open minded Don’t be critical 

  Interviewer Uh-huh 

  Delegate Um, and just apply it.  Even if you don’t think that it is 

going to work.  Just apply it and enjoy it. 

  Interviewer Try it and see sort of thing? 

  Delegate Sure, and enjoy it.  Enjoy utilising the skills.  

  Interviewer Ah-huh.  Great.  OK, well this is the last question.  Having 

been through the program, how would you now assess 

your risk of patient complaint compared to before you 

came? 

  Delegate Risk can never be non- existent because you’re dealing 

with lots of different disciplines and you’re also dealing 

with individuals.  And individuals may complain for a 

variety of reasons and they may be influenced by a 

variety of other factors.  My risk as far as I’m concerned 

is low to negligible.  But it is not non-existent and it never 

will be non-existent and I accept that but I’m more 

confident now when I see patients.  I don’t have the fear 

that every second person may complain.  And I’m very 

very positive when they leave. 

  Interviewer Thanks very much. 

 


