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Session Objectives

1. Case vignette

2. Cultural competency

3. Some communication

techniques
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Case Vignette

Ji Fnu is a 68-year-old woman, who moved to the US a few years ago to be 
with family. She has a history of hypertension and dementia. She will be 
arriving to your facility later today after a recent hospitalization. Family 
members who may present with her include her son, her daughter in law who 
only speak Nepalese. Her grandson is not very fluent in English. 

As the charge nurse, what are some challenges that you 
foresee with the admission of this lady? 



Possible challenges

• Communication

• Culture

• Language

• Values

• Beliefs 

• Special needs

• Other expectations



Continuation of case vignette

68 y.o. woman …….

Discuss vaccine history 

Plan:

Needs RSV vaccine

Family’s response: silence



Cultural Competence

- Attitudes or behaviors that help one to effectively interact 
with others in a cross-cultural context 

- Individuals, systems, or healthcare organizations are 
equipped to offer culturally responsive health care or 
services.

Watt K, Abbott P, Reath J. Developing cultural competence in general practitioners: an integrative review 
of the literature. BMC Fam Pract. 2016 Nov 15;17(1):158



Elements of cultural competence

Watt K, Abbott P, Reath J. 
Developing cultural 
competence in general 
practitioners: an integrative 
review of the literature. BMC 
Fam Pract. 2016 Nov 
15;17(1):158



Communication Techniques

 Look for signs of mistrust

What types of mistrust gestures or cues is the resident/family presenting? 

 Probe for past experiences

Cultural biases, racism

Be aware that patients may understand differently based on their background

 Recognize and acknowledge adverse events from previous healthcare experiences

Acknowledge harms from previous experiences. Don’t minimize them.

 Propose a patient- centered partnership

Let residents or family members voice their expectations. 

Then prepare and suggest a treatment plan that factors in their expectations. Discuss areas of concordance 
or differences.  

 Invite patient to include important persons in the family or community

In some cultures, extended family or social groups may be involved in decision making process
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Back to case
Ask about concerns: previous experiences with the vaccine, the injection, 
adverse reactions.

You are informed that the last time she received a shot, her arms were 
swollen and painful for almost a week.

She had a fever, had to go see a doctor and was placed on antibiotics.

She ended up having diarrhea and had to get on another of antibiotic. 
They were not sure why. No one talked to them.

So family prefers that she does not receive any shots. 



Back to case

Your response with very good communication skills:
- Acknowledge the family’s concern.

- Explain what may have happened if possible.

- Discuss what you or the facility will do to reduce the risk of a similar 
experience.

- Reach an agreement or partnership with the family.
https://www.vitaltalk.org/guides/bridging-inequity/
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Communication Techniques
DESC Technique for Conflict With Residents and Families

https://www.ahrq.gov/sit
es/default/files/wysiwyg/
antibiotic-use/long-term-
care/DESC-technique.pdf



Summary
• Having cultural humility as part of cultural 

competence provides a strong foundation to 
interacting or communicating with families from 
diverse backgrounds.

• This enable us to better understand the cultural 
context and equips us to address potential 
challenges in an inclusive way.

• Application of communication skills learned

• Outcomes: 
– increased level of trust

– a more positive therapeutic relationship

– better health outcome



Small group

Share a few examples of difficult or 
tough interactions with residents 
or families. 

How were these interactions 
handled?

What could have been done 
differently, if anything? 



Questions and Discussion

Find session slides at 
https://spice.unc.edu→ ncclasp
→ nursing homes

https://spice.unc.edu/


Upcoming Learning Sessions

CDC Core Elements of Nursing Home 
Antibiotic Stewardship: Tracking and 
Reporting
December 6, 2023 | 11:30 AM-12:30 
PM 

Hot Topics in Nursing Home Antibiotic 
Stewardship: Vaccination Updates
December 13, 2023 | 11:30 AM-12:30 
PM
Note: Hot topic sessions are not 
eligible for CME

Registration is free @ 
https://spice.unc.edu/upcoming-nc-
clasp-sessions/
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