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Hving pains in mi chst.wat 
shud i do???...

The very thought of receiving a
message like this one is what
makes many physicians apprehen-

sive about texting or e-mailing their patients. Yet
using technology to enhance physician-patient
communication may be inevitable, experts say.
This issue of Doctor’s Digest addresses these
concerns and provides a detailed, cutting-edge
discussion of effective and appropriate com-
munication skills.

Author Laura Gater explains why com-
munication is a hot topic (think health 
reform) and discusses its connection to pa-
tient adherence and improved outcomes.
She shows why physicians, even those

who know better, still lapse into bad habits
and why barriers to good communication persist de-

spite heightened awareness. She then gives a basics refresher, from
active listening skills to appropriate response techniques. She tack-
les the difficult patient encounter—from coping with angry patients
to delivering bad news—and offers practical tips on how to best han-
dle these situations. She next discusses how technology impacts
communication, exploring how to use e-mail and e-visits and avoid
pitfalls. Finally, Laura addresses the legal aspect of communicating
with your patients, exploring the risks and offering practical tips on
how to avoid legal headaches.

On-the-go technology seems here to stay. We want to hear your
opinion of e-readers for electronic medical records and e-prescrib-
ing as well as your personal use. Are you currently using them or
do you plan to? Why or why not? Let us know by e-mailing your
response to doctorsdigest.lisa.shevrin@verizon.net.

I remain dedicated to helping you bridge the gap between 
the practice of medicine and the business of medicine. 
As always, I look forward to hearing from you. Contact me at
jbrandofino@doctorsdigest.net or by fax to 516-364-2575.

Jeannette Brandofino
Publisher

e-mail: jbrandofino@doctorsdigest.net

Dear 
Doctor:



NO ONE GOES THROUGH

MEDICAL SCHOOL

TO PR ACT ICE INSUR ANCE.

Remember graduating from college and passing your MCATs, then spending the next 

four years of your life getting through classes like clinical epidemiology, neurology 

and radiology so you could practice medicine? Today’s financially driven managed care 

environments make having a practice difficult. Hurrying patients in and out of the office 

to make a quota and going into negotiations to prescribe treatments that don’t coincide 

with a patient’s policy aren’t practicing medicine. We’d like to prescribe a solution: 

Move your profession to the United States Air Force. Get back to what’s important — 

practicing medicine. 

©2009 Paid for by the U.S. Air Force. All rights reserved.



The Impact of Effective Communication    8
Make the time to put good communication techniques to work in 
your practice to enhance patient adherence, cost savings, and 
other benefits.     

How to Build Rapport         24
Follow these tips to create connections with established as well as 
new patients. 

Handling Difficult Encounters    36
Use strategies that can defuse these stressful situations. 

Technology and Communication  58
Understand how to make the most of e-mail and e-visits while
addressing potential problems.

The Legal Aspect of Communications 68
Learn how to prevent unintended, unauthorized disclosures in 
telephone and online communications.

For More Information 79

Now is the time to review and update your communication skills.

If you haven’t revisited this topic in a while, you may be missing

crucial information about how to incorporate new technology into

your interaction with patients along with a fresh look at ways to

make the most of your ever-shrinking time with patients.
This issue of Doctor’s Digest begins by examining why top com-

munication techniques are more important now than ever and what
you can gain by making the time to put these into daily practice.
Author Laura Gater discusses active listening and knowing how to
respond so that your patients will benefit; she also gives tips for
communicating with patients with low literacy levels. Next, Laura
confronts what can be the hardest communications—talking to an-
gry patients and delivering bad news. She gives you insight and
specifics into how to shift a physician-patient relationship from con-
flict to collaboration. Then Laura shows you why e-mail and e-vis-
its may improve your communication with patients—and how to
handle the downsides such as unclear reimbursement. Finally, she
reports the latest thinking about the legal risks of communication
and how to stay clear of trouble.
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