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Communication 101 for the
Hospitalist

Brad Sharpe
Michelle Mourad
October 14th, 2013
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Roadmap/Goals

1) List the key principles for
using email.

2) State techniques to
manage your email (and
your time).

“There are four ways and

How [0 Wm only four Ways,.in which we
Friends & o wesre evaliates
eople @

1. How we look
THE FIRST—AND STILL THE BEST—BOOK
OF ITS KIND—TO LEAD YOU TO SUCCESS 2. What we do
DALE 3. What we say
CARNEGIE 4. How we say it”




“There are four ways and

How [0 u/ln only four ways, in which we
oo dn O have contact with the
Fl’l eﬂdS & world. We are evaluated

and classified by these four
Influence <
P eop le ) < —towwetook—
‘THE FIRST—AND STILL THE BEST—BOOK
OF ITS KIND—TO LEAD YOU TO SUCCESS DAt et
DALE 3. What we say
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General Principles of
Communication

* Words don’t mean much:
* Body Language = 67%

as you think.

“Email: Can We Communicate as Well
as We Think?”

How well do we communicate?
FREQUENCY THAT... E-MAIL | PHONE

Communicator believes he \‘) Jw
is clearly communicating @ K@

Receiver believes he is 5D Jl\»
correctly interpreting @) 91%

Receiver correctly {
interprets message \ 73%

Kruger and Epley

“Email: Can We Communicate as Well
as We Think?”

| didn't steal the money.
*| didn't steal the money.
¢| didn't steal the money.
*| didn't steal the money.
¢| didn't steal the money.

General Principles of
Communication

* Words don’t mean much:
* Body Language = 67%

as you think.

Email?
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Email Best Practice

Emotions

&
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Save it for Later

WILL RETURN

Avoid sending an
email with emotion.

Save and read in the
morning.
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Image is everything

Think about what the
receiver will think of
you if your email is
short or full of typos.

Option 1 Option 2

Gotta lot on my plate Brad,
right now - not sure |
can take on knew Thanks for thinking of me
gig... for this opportunity. I'm very
M busy at the moment, and
I’'m not sure that | can take
on a new project. | would
love to discuss in person at
your convenience.

Michelle

Thank you all again f-
book is now availablt
have inquired regard
authors for each cha
wonderful working wi
hospitalists.

—Original Message——
From:

this publishers degsiion is aginstall others i ave:

wioked with my entire career and
would not accept it. this,is absurd. i would be happy to sign a petition he mustback down
loy




Be careful with Tone

Avoid ALL CAPS

10/27/14

Screaming Speaking

There is NO WAY that Vikas,
| would sign up for
more moonlighting Unfortunately, | have
shifts. WAS ANYONE over-committed myself
LISTENING LAST with projects right now. |
WEEK WHEN WE will not be able to work
DISCUSSED THIS AT any moonlighting shifts
THE MEETING ??1?? this quarter.

Thanks,
Brad

No place for jokes

Probably better to
avoid humor in email —
attempts can be easily
misinterpreted . . .

Greetings & Salutations

Likely best to follow the
lead of your leaders
around greetings and
salutations.

Email Best Practice

STRUCTURE

Re: the original topic..

.that has nothing
to do with what
I’m writing about
now

» Change the subject to
reflect the current
reason for the email.
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Uh... ?

Clear title

Subject: Update
Hi all,
Just a note that the

meeting today has
been moved to 919M

Subject: Faculty
development meeting
moved to 919M

Hi all,

Just a note that the
meeting today has been

Why are you emailing?

* Don’tramble

* Put what you need in the title the:"i"t
or in the first three lines

* Save the meeting for the
meeting. A

m. moved to 919M
m.
the point? Clear message
Hi! Dear Brad,

So, over dinner last
night | was thinking
about all the poor
patients who come
back to the hospital
over and over again (it
made me sad) and how
we are kind of like their
primary care doctor...

| was hoping to touch
base this week re: a High
User project I'd like to
take on within our division.
Do you have 15 min chat
this week or would you
rather hear about it by
email?

Michelle

Reply to all

| & Reply |- Reply to All| -3 Forward | - Send/Receive ~ | &

Reply to all

Reply to AlI?!2!2!

Not an expectation to
reply to all.

Take off recipients when
they no longer need to be
a part of the conversation.

In general don’t use reply
all when agreeing. e.g.
“Sound good” or “I'll be
there.

[ Message | T~

== ¥ Rules~

« = = = -
Delete  Reply RepiyAll Foward 4% Move @MUY ynead Categorize FollowUp

€30 RE: Update on Bilingual Clinician Certification - Please Read

Sent: Thursday, July 10, 2014 6:42 AM
To: Rutherford, Mateo; Ali, Marwan; Naasan, Georges; Uddin, Nazneen; Gregorich, Steven; Elnachef, Najwl; and 568 more
Ce: Karliner, Leah

1am a native Spanish Speaker. This test is ridiculous. | mean who has time to complete a 90 minute test?
Why don’t you people just come to my clinic and watch me speak my native language. | am a very busy clinician and don’t
need to prove to anyone that | can speak my native tongue. That you would think anyone would complete this test is
ridiculous.

If you want to anger busy clinicians, congratulations. This is just another way regulations are getting in the way of patient
care.
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€30 RE: Update on Bilingual Clinician Certification Please Read
Schaeffer, Sarah
Sent: Thursday, July 10, 2014 9:27 AM
o Santiago, ydia; Danhalve, Oivier; Linos, Eleni; Duh, Quan-Yang; Rutherford, Mateo; Al Manwar; and 567 more
Ce: Karliner, Leah
HIAL,
Out of consideration for our inboxes, lease reply to sender and not reply al.

Tharks,
sarah

Sarah Schaeffer, M
v Reident | Deperment of Medicin | offtLong Hosptal
Universtty of Calfornia, San Francisco

(415) 4762378

From: Santiago, Lydia
Sent: Thursday, iy 10, 2014 9:26 AM
o: Danhaive, Ofvir; Lins, Eleni; Duh, Quan-Yeng; Rutherford, Mateo; Al Marwan; Naasan, Georges; Ucdin, Nazneen;
Gregorich, Steven; Elnachef, Najwa; Al-Dossari, Ghannam; Nawaytou, Hythem; Aghajanova, Lusine; Danakian, Lusine; Long,
Victor; Chiang, Janet; Deng, Dorna; Kwok, Vicor; Lu, H g, Wen; Rabanes-Lee, Carolna; Sargent, Peter; Tran, Pauia;
Hwang, David; Ko, Dereck; Kwan, Elizabeth; Young, Darlene Lee; Lee, Brian (Nephrology); Tran, Lien; Kong, Marianna; Lo, Lowell;
Kwd(, Pui-Yan; Yao, Franis; Tong, Ricky; LEe, Monica S; Tay-Kelley, Suzanne; Ho, Hansen; Alemi, Sean; Aleshi, Pedram; Farzan,
1 Poham; Nazer,Babak, Moazed, Farzad; Ten Boauera,Rosa; O, Mari; Davies, Jaso arzan, Nec Gass,

Hanr\ah Cranley; ):han Thierry; Knott, P. Daniel; undvy, David; mmmmmmsmmm, Naasan, Georges;

. Puck, Jennfer; Theodore, Perre; Weintub, Peagy; Woodruff, rescott G; Cox, Jordy; Karageorgio
Eissalos; Andrews, James; Assayag, Deborah; Harrs, an; Johnson, Ari; Shalabi, Ahmed; Shaw, Jererny; Cohen, Plerre; Gluck,
Stephen; Irodenk, Viktorya; Mitsuishi, Fumi; Shibosi, Caroline; Bottino, Erc; Mlthay, Kate; Rose-Nussbaumer, Jennfer;
Poncelet, Ann; De la Huerta, Trna; Bakardjiev, Anna; Behrends, Mathias; Mehlng, WoIf; Sargent, Pete; Steurer-Muller, Martia;
s, Ha: Seqmusler,Cane; Roges S Clacar, S ey, Gy, Warir; oo Ak K,
Raman; Mahindra, An; Obero, Sneha; Sarin, Ankt; Sngh, Aparaiita; Gupta, Deepti; Bruni, Robérta; Cilo, Maria; De Marco,

8aba, Atsuko; Par, Catherine; Kim, Won; Chan, Matica; Chang, Anne; Chang, Jennfer; Chen, Rossar; Cheng, Michael; Ch,
Poca; G, Tom Chiu,Chisse; Deng, Gony 1, Wot 3, Jane; Lee, Beaii (Wedicney Lee Chanung: Lee, Cruan Met;

G Luy, Hubert; Lyo, Victoria; Ong, Wen; Pun, Jane; Sun, Vivien; Tang, Ning; Wang, Ralph; Wu, Peng; W,
Roland; Yu, x.anum, Hsu, 1-Chow; Lin, Grace; Yu, Jean; Chao, Yuanliun; Chen, Brian; Chou, Dean; Cu, Qi; Feng, Wendy; H,
Raymond; Huang, Alce X Huand,Michal; Koo, Clts Kuo,Debbe Quan, Ay Shu,Lele Shin, Tin; Wan et
Young, Do, MB; Hsiang, Mcheles Kuan, il Perce, Mayumi, Taa, Katy, G, Wison; Chong, Amy: Berger,

S Cng, Ty, i, Cheris; 0y Oyl (4D o, Shermar Kuck S ¥, Ly Lowely Meng, Lingzhong; Zhou, Wei;
Zh, Jane; X, Mmoy, Kwok, Pui-Yan; Yao, Frandis; Tong, Ricky; Lee, Monica S; Wong, Wai L; Tay-Kelley, Suzanne; Lee, Jean;
T, Hantar Xu, Ginger, Wang, Bruce: Cheng, Quiny: o, oo U, Kt Taung, Dow, g, Gene-Yuary Waf, oo Loe,
Rt (B e Crey Foon; L, ier: ik, et Lny, uner, ancs, o Uger e calcr, wtthen:

Using Bcc

=loix|
* Never use Bcc on

e Edt Vew Iwet Fomat Tods Mesage Hep | 4f|
= | o NI
Send oy Paie Undo | Check Speling

sensitive emails.

:[bob@example.com,susan @example.com

¢ Only use Bcc if you

are concealing
email addresses of
all recipients for
privacy.

]
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| Re: CONFIDENTIAL Preparing for a cut to the Division of Hospital Medicine by the med...
| Wachter, Bob
Sent: Saturday, July 4, 2009 11:36 PM
To: King, Talmadge
Ce: Chrisman, Maye Chen; Chen, Michael W

Thanks, Talmadge — hopefully things'll work out. We can survive the non-funding of procedure and ortho is
| they have chosen to fund the rest of our requests.

| ~Bob

From: "King, Talmadge" <tking@medicine.ucsf.edu>
Date: Sat, 4 Jul 2009 19:01:26 0700
To: Robert Wachter <aobw@medicine.ucsf.edu>
‘Chrisman, MayeChen <chr|sman medicine.ucsf.edu>, "Chen, Michael (SFGH)"
mchen@m:
Suh;m. RE: CONFIDENHAL Preparmg for a cut to the Division of Hospital Medicine by the medical center

Dear Bob,

My understanding i tha the Medical Centar has agreed to support your requests except: rocedure service and
Yes, | do not believe it te for the DOM to spend its funds to support non-
departmental clinical services, especially those that to do support programs that we feel are critical to our
educational or academic efforts. Indeed, if funding is not received to adequately support these services, we should
make appropriate reductions. | do not believe that the Med Ctr will support “profits” for any service going forward.
| My concern s that we have to be absolutely resolute in not allowing them to saddle us with unfunded costs either!

Talmadge

Talmadge & King, .

i Koo i I ———
epariment of Medicie | Univeriy of California, San Francisco

D Sox 720 [ i, Ch 04145 0130

Adminsraive Asisant (leas  fo all chedulig):
‘Amy Bacs

+r CHECKING IT/J - AND MAYBE )

Reread and Attach

HeS manG crecie T G
n Twi ﬂ

A LIST..

* Attach the file before
you start the email.

ICE.

* As you write “attached
is a...” check the
attachment again

ONCE MoRE...

89 DovGr SAVAGE.

Before you send, check
the attachment again.

oCD SANTA

000 (]
e e

= s @ O _
Send Spell Attach  Security  Save E
From: [ Michael Morgan com — o1

v To: [25] your mom

Subject: | attached

[‘Body Text |4 [ variable width ) W [s]as] [B] 1 [U

attached|

Add Attachment...) (Remind Me Later ) €

4

Found an attachment keyword: attached

In the wrong hands

the person you
least wanted to
see this email

You

Always compose an email expecting it
could be forwarded.




danger!

professional
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FW: meeting

Great guys, it looks like we
can all make the meeting.
Brad.

Re: meeting

I'll be there. You know that
Jeff is totally going derail the
meeting with pictures of
ugly dogs though. Can we
leave him out?

michelle

FW: meeting

Great guys, it looks like we
can all make the meeting.

Brad

Re: meeting

I'll be there. We have a
great agenda so | really
hope we can be focused
and stick to it today.
michelle

Email Best Practice

STRUCTURE

Re: the original topic..

.that has nothing
to do with what
I’m writing about
now

* Change the subject to
reflect the current
reason for the email.

Uh... ?

Clear title

Subject: Update
Hi all,
Just a note that the

meeting today has
been moved to 919M

Subject: Faculty
development meeting
moved to 919M

Hi all,

Just a note that the
meeting today has been

Why are you emailing?

* Don’t ramble

¢ Put what you need in the title
or in the first three lines

* Save the meeting for the

meeting.

the point
Q

m. moved to 919M
m.
the point? Clear message
Hi! Dear Brad,

So, over dinner last
night | was thinking
about all the poor
patients who come
back to the hospital
over and over again (it
made me sad) and how
we are kind of like their
primary care doctor...

| was hoping to touch
base this week re: a High
User project I'd like to
take on within our division.
Do you have 15 min chat
this week or would you
rather hear about it by
email?

Michelle




10/27/14

Reply to all

| & Reply ,LﬁReply to All| 3} Forward | -jsendReceive ~ | £

Reply to all

* Not an expectation to
reply to all.

* Take off recipients when
they no longer need to be
a part of the conversation.

In general don’t use reply
all when agreeing. e.g.
“Sound good” or “I'll be
there.

really hit
Reply to AlI?I212!

Using Bcc

L =loix|
Ble Edt Vew Isert Fomat Ioos Message Hep | Y

* Never use Bcc on

2% D .'Q‘Sf ‘.7‘ R
Check  Speling

send | Cut  Copy Peste Undo

sensitive emails.

@ |

B5cc: obesanpie.com susen@exampl.com

Subject: [

* Only use Bcc if you

Reread and Attach

* Attach the file before
you start the email.

A LIST..

HE'S MAKING. ~cnecag T
TWICE... 11

¢ * Asyou write “attached
woeme ™| [-Mmame A3 isa..” check the
f““ % attachment again
) ﬁ@é ¢ « Before you send, check
0CD SANTA the attachment again.

=== .. - areconcealing
4l email addresses of
all recipients for
privacy.
=
YA
000 Write: attached ' =

= % @. O .4

Send Spell  Awach  Security  Save

From: [ Michael Morgan com

To: [z your mom

Subject: | attached

[‘Body Text 14 [ variable width

o) B [aafas]i[B]/ [U]i[i=]i=| =2 [F

attached|

@/Q Found an attachment keyword: attached

Add Attachment...) (Remind Me Later ) €

4

In the wrong hands

the person you

least wanted to
see this email
//_\
-l e
|

You

* Always compose an email expecting it
could be forwarded.
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FW: meeting

Great guys, it looks like we
can all make the meeting.
Brad.

Re: meeting

I'll be there. You know that
Jeff is totally going derail the
meeting with pictures of
ugly dogs though. Can we
leave him out?

michelle

FW: meeting

Great guys, it looks like we
can all make the meeting.
Brad

Re: meeting

I'll be there. We have a
great agenda so | really
hope we can be focused
and stick to it today.
michelle

Email Best Practice
Questions

Roadmap/Goals

1) List the key principles for
using email.

3) Describe techniques to
manage your email (and
your time).

Managing

your time
(in a world
constantly
interrupted by
email, twitter,
facebook, reddit)

Time Management Tip #1

o=/ Stop reading
D\ email

' throughout
Yo the day.

Time Management Tip #2

Stop reading email
throughout the day.

W o LU
1246 e,

U uwa;m 0-C. 5
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Why is this so hard to do?

* Answering email is
st

satisfying
.. WAL E * It feels productive
* Getting email makes us
\ / feel loved & needed

But it's exceptionally

distracting.

\ Y
Time Management Tnp #3 ‘U’A
URG SENT By Shte
> Fin ’_’ 151
Stop i ORGENT P
reading p‘ease;
email L P 1o e
through ° ° P |
N 3 Haps
out the o "~ gingls
day. 5 ! -
a—
P
y PN
<«/e» October 12 - October 18, 2014
----- “Instead schedule email breaks
5 - [tk
And furn it off in befween... e ™
S e

=az

Time Management Tip #4

If you check email on
a mobile device. Don’t
do it reflexively.

* You are not as good as
you think at multitasking

* Deleting those emails will
be as easy later.

Time Management Tip #4

If you check email on
a mobile device. Don’t
do it reflexively.

* Consider if you are in a
good place (or decent
emotional state) to see
email if you are away from
work.

Feeling overwhelmed?

Try to respond to
people, especially
important people,
in 24-48 hrs, even
if it is to say I'll
get back to you
soon.

10/27/14
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> Nurse Call Study - Propensity Analy. 10711713
Harrison, James, Auerbach, Andrew

¥ THURSDAY o
Academic Senate Call for Nomina... 10/10/13
UCSF Academic Senate

i+ Re: Transfusion reports 1010113

Rajkomar, Alvin

¥ WEDNESDAY

> THE HOSPITALIST' REPORTER REQUE... 10/9/13
Gretchen Henkel >
1CD-10 Team Leaders Call (10-04-1... 10/9/13
Culver, Amelyn

> Revamped Patient Questions 10/9/13
Pollak, Christine ~

> Academic Hospitalist Academy Facul... 10/9/13
Julie Machulsky

v LAST WEEK
Health Aff Table of Contents for Eco...  10/7/13
healthaff-mailer@alerts.stanford.edu

> Thank you for the meeting 10/7/13
Chris Corio ~

¥ 2 WEEKS AGO

> BEAT HF Enrollment Numbers 9/27/13
Carroll, Maureen, Auerbach, Andrew

> __FY13.Pl Annual Report - Medical Rec... 9/24/13

Time Management

Tip #5§

Stop using
email as
your to do
list.

Pao, Joy, Patma,
¥ 3 WEEKS AGO.

sammusietion checklist meeting ac...  9/17/13
Neeman, Naama, Harrison, James, SI. [2

> Pl Annual Report for QIEC and EMB 9117/13
Padilla, Dhemy, Ide, Brigid (A

¥ LAST MONTH )

> SECURE: Down coding of plastic surg... 9/16/13
Hoffman, William, Blanc, Danielle

At this point it’s not
about answering the
email, it’s a to do item

How?

If it will take < 2
minutes do it now
while you are
already thinking
about it.

If a task will take
between 2-20
minutes do it at
the end of the day
when you are
losing steam

If it is in fact a project
disguised as an email,
Or if an email reminds
you of a project you
have to do, put a slot
for it in your calendar.

12 - October 18, 2014
3 oMo 4 Tue
Placehoider's for proj
e

Rank articles for Upd
ates in hospital medi
cine K

prep for intern half
ay

prep for Qi session o
n change mangement

‘email break

d

a EYY

email break
ESE  cekly meeting

1283 M (michel

Change Management

for Faculty Developm

M1296

Iy

Sasha & Michelle - W

2

Look over patient saf

ety slides

DHM  POD  DHI

Grand Call - M129
RoUs ez mes

email break 1) N‘\

prep for intern half d  Prep for intern half d
ay ay

M1283 L el
e

s

- fp—

PRUAL ices in documentati .
——
= E—

CorTask Force ncut Y oy
550 Pamassus Room 7 1 =
HerbertDre@uSs gz =4z
Holdover
Y e
5 man [even
WOTF Steering Com  Michell & 8rad 5 - D
107

Manisha.Singh@u o sharpeb@medici o

Mltidisciplinary Co
w1319 se

More do’s and don’ts

CPIC Meeting
M-169

Lindsey. Walicek@u

sz

Don’t put ambiguous or
unachievable tasks in your
calendar.

Do make appts specific

— Create outline for methods
section of paper

— Write presentation main
ideas on each slide

10/27/14
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It’s called a notepad

* If you remember
something urgent
to do while you
are working on
something else...
write it down.

Managing your time
(in a world constantly interrupted
by email)

Roadmap/Goals

1) List the key principles for
using email.

2) State techniques to
manage your email (and
your time).

Take-Home Points

* Email is easily misunderstood

* Avoid sending emails when
you’re upset.

* Be careful with reply all.

* Don’t check email throughout
the day.

* If an email reminds you of a
big task, put a space for it in
your calendar

12



