
Bridges Students, 
Communication and Diversity



Learning Objectives

§State the rationale and definitions of relationship-centered 
communication; 

§ Identify key communication concepts and terms that 
Bridges students may use.

§ Identify key Diversity, Equity and Inclusion concepts and 
terms that Bridges students may use. 

At the end of this session, you will be able to



Relationship-centered 
Communication  (RCC)
RCC is evidence-based approach to teaching 
communication as a ‘procedure’ which leads to improved 
patient satisfaction, health outcomes and institutional 
outcomes.

1. Set the stage (basic seating, computer, etc), negotiate 
agenda

2. Open the conversation, elicit perspectives, empathy

3. Develop plan, share information and assess 
understanding



Other key concepts/buzzwords that 
students may use 
PEARLS: nemonic for empathetic statements that aid in 
establishing rapport: 

• Partnering - We’ll figure this out together

• Empathy - I can imagine how frustrating this can be

• Apology - I’m sorry this is so difficult for you

• Respect - I really respect how much work and thought 
you have put into this problem 

• Legitimation - most people would feel exactly the same 
way

• Support - I want to do all that I can to support you



Other key concepts/buzzwords that 
students may use 
ARTS: tool for assessing understanding: ask their 
understanding, reflect/respond, tell/teach, seek alignment

• Ask for other’s understanding

• Reflect/Respond with summary or empathetic 
statement

• Tell/Teach

• Seek alignment, solutions



Other key concepts/buzzwords that 
students may use 
ISBAR: framework for communicating about a patient

• Introduction: Who are you, who is the patient?

• Situation: What is going on with the patient?

• Background: What is the clinical background?

• Assessment: What do you think the problem is?

• Recommendation or Request: What would I 
recommend?



Other key concepts/buzzwords that 
students may use 
ICE: a framework for eliciting another’s perspective

• Ideas: What are your ideas/thoughts about this patient’s 
care?

• Concerns: What are your concerns about the 
patient/care plan?

• Expectations: What are your expectations for how we 
accomplish the plan of care/how we work together?



Examples? Questions? Tips?



Communication and Diversity

https://youtu.be/2g88Ju6nkcg



Communication and Diversity

Key Terms:
• Healthcare disparities

• Implicit Bias

• Microaggression

• Stereotype threat
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Healthcare Disparities

Difference in access to care, use of care and quality of 
care which are not explained by patient healthcare 
needs or preferences



Key Terms:

• Healthcare disparities

• Implicit Bias
• Microaggression

• Stereotype threat
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Implicit Bias

§A bias in judgment and/or behavior that results from subtle 
cognitive processes (eg, implicit attitudes or stereotypes) 
that often operates at a level below conscious awareness 
and without intentional control. 

§Many providers have no awareness of these biases and 
may “explicitly” hold beliefs and opinions very different 
from their implicit biases. 

§ Implicit bias is thought to underlie many well-described 
disparities in healthcare provided to individuals based on 
gender, ethnicity, language, culture, etc.
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Microaggression

Intentional or unintentional casual degradation of a socially 
marginalized group through everyday verbal, nonverbal 
and/or environmental slights, snubs or insults that 
communicate hostile, derogatory or negative messages to 
someone based solely on their membership in a 
marginalized group
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Stereotype Threat

Anxiety due to perceived risk of confirming a negative 
stereotype about a group to which one belongs



Examples? Questions? Tips?



Tips for Teaching/Reinforcing  
Differences Matter Concepts
§Comment specifically on communication strategies in feedback

§Try some of these ideas yourself!

§Set the stage: “I don’t always get these things right, and I don’t 
expect you to”

§Explicitly bring up topics around inclusion, bias, language, 
culture etc that you notice (students may assume we don't 
notice if we don't bring them up.)

§ If you notice discomfort in the room, debrief afterwards

§Specifically invite feedback on your own communication and 
inclusion/equity



DEI Champion Trainings

Sign up for a DEI Champion Training

https://differencesmatter.ucsf.edu/when-and-how

https://differencesmatter.ucsf.edu/when-and-how
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Creative Commons License
Attribution-NonCommercial-Share Alike 3.0 Unported

You are free:
• to Share — to copy, distribute and transmit the work 
• to Remix — to adapt the work

Under the following conditions:
• Attribution. You must give the original authors credit (but not in any way that 

suggests that they endorse you or your use of the work).
• Noncommercial. You may not use this work for commercial purposes. 
• Share Alike. If you alter, transform, or build upon this work, you may distribute the 

resulting work only under a license identical to this one. 

See http://creativecommons.org/licenses/by-nc-sa/3.0/ for full license.

http://creativecommons.org/licenses/by-nc-sa/3.0/

