
The	
  College	
  of	
  Physiotherapists	
  of	
  Ontario	
  and	
  the	
  College	
  of	
  Occupa7onal	
  Therapists	
  
of	
  Ontario	
  present	
  the	
  Support	
  Personnel	
  E-­‐Learning	
  Module.	
  	
  

This	
  module	
  is	
  divided	
  into	
  four	
  chapters.	
  	
  

This	
  chapter	
  is	
  about	
  communica7on.	
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The Colleges have developed this E-Learning Module for the following 
reasons: 

1.  To engage therapists and support personnel 

2.  To create dialogue amongst team members 

3.  To facilitate appropriate supervisory relationships 

4.  To improve the understanding of the roles of each team member 

And finally, 

5.  To increase the awareness of the resources that the Colleges have 
available to therapists and support personnel 
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As mentioned, this module has been developed for use by three groups of healthcare 
providers that may use different language in practice. It is important that this module 
can lead the participants to a common understanding. 

Certain terms have been selected for use throughout this module in order to minimize 
confusion and provide consistency. For example, the word ‘client’ rather than ‘patient’ 
has been used throughout the module. 

Please review the list terms provided on the slide. 
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Communica7on	
  is	
  an	
  integral	
  part	
  of	
  any	
  team.	
  This	
  chapter	
  will	
  review	
  what	
  is	
  
necessary	
  in	
  prac7ce	
  related	
  to	
  communica7on	
  plans,	
  consent	
  and	
  documenta7on.	
  

At	
  any7me	
  you	
  may	
  decide	
  to	
  return	
  to	
  the	
  previous	
  chapter.	
  Simply	
  exit	
  and	
  return	
  
to	
  the	
  main	
  menu	
  to	
  reselect	
  Chapter	
  1.	
  

At	
  the	
  end	
  of	
  this	
  chapter	
  you	
  will	
  have	
  an	
  opportunity	
  to	
  test	
  your	
  knowledge	
  
independently	
  or	
  as	
  a	
  group.	
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Communica7on	
  for	
  the	
  purpose	
  of	
  this	
  module	
  relates	
  to	
  how	
  the	
  therapist,	
  client	
  
and	
  support	
  person	
  share	
  informa7on.	
  Later	
  in	
  this	
  chapter	
  we	
  will	
  look	
  at	
  consent	
  
and	
  documenta7on	
  as	
  it	
  relates	
  to	
  communica7on.	
  	
  

This	
  chapter	
  is	
  intended	
  to	
  provide	
  a	
  brief	
  overview	
  and	
  to	
  highlight	
  topics	
  for	
  
considera7on.	
  For	
  more	
  informa7on	
  about	
  the	
  important	
  topic	
  of	
  communica7on,	
  
the	
  team	
  may	
  need	
  to	
  seek	
  out	
  addi7onal	
  resources.	
  

Communica7on	
  amongst	
  the	
  therapist,	
  client	
  and	
  support	
  person	
  is	
  necessary	
  to	
  
ensure	
  treatment	
  is	
  carried	
  out	
  safely	
  and	
  effec7vely.	
  

A	
  communica7on	
  plan	
  may	
  vary	
  depending	
  on	
  the	
  work	
  place,	
  client	
  popula7on,	
  and	
  
the	
  members	
  that	
  make	
  up	
  the	
  team.	
  The	
  method	
  used	
  to	
  communicate	
  will	
  also	
  
depend	
  on	
  these	
  same	
  factors.	
  

In	
  any	
  format,	
  communica7on	
  must	
  be	
  clear	
  and	
  how	
  it	
  occurs	
  should	
  be	
  agreed	
  
upon	
  by	
  all	
  par7es	
  involved.	
  As	
  a	
  reminder,	
  in	
  this	
  module	
  the	
  term	
  ‘team’	
  is	
  used	
  to	
  
describe	
  the	
  working	
  rela7onship	
  between	
  the	
  therapist,	
  client	
  and	
  support	
  person,	
  
but	
  it	
  can	
  also	
  refer	
  to	
  larger,	
  mul7disciplinary	
  teams.	
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When	
  considering	
  communica7on,	
  the	
  therapist	
  and	
  support	
  person	
  must:	
  

•  Ensure	
  a	
  mutual	
  understanding	
  of	
  the	
  expecta7ons	
  of	
  each	
  team	
  member	
  

•  Ensure	
  that	
  the	
  assigned	
  treatment	
  is	
  understood	
  by	
  the	
  support	
  person	
  

•  Create	
  a	
  communica7on	
  plan	
  to	
  discuss	
  the	
  client’s	
  progress	
  and	
  any	
  
problems	
  that	
  may	
  arise	
  

And	
  

•  Determine	
  the	
  methods	
  of	
  communica7on.	
  Some	
  examples	
  of	
  communica7on	
  
methods	
  include	
  face-­‐to-­‐face	
  mee7ngs,	
  emails	
  and	
  telephone	
  conversa7ons	
  
that	
  are	
  either	
  formal	
  or	
  informal	
  in	
  nature.	
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When	
  the	
  team	
  members	
  communicate	
  in	
  a	
  formal	
  way	
  this	
  may	
  refer	
  to	
  a	
  set	
  7me	
  or	
  
day	
  of	
  the	
  week.	
  The	
  formality	
  may	
  also	
  relate	
  to	
  how	
  the	
  communica7on	
  occurs	
  –	
  
whether	
  it	
  is	
  in	
  person,	
  over	
  the	
  telephone	
  or	
  by	
  email.	
  How	
  and	
  when	
  the	
  
communica7on	
  occurs	
  can	
  relate	
  to	
  the	
  work	
  environment,	
  the	
  client	
  popula7on	
  
being	
  served	
  or	
  the	
  needs	
  of	
  team	
  members.	
  

There	
  are	
  posi7ves	
  and	
  nega7ves	
  to	
  this	
  style	
  of	
  communica7on.	
  On	
  the	
  posi7ve	
  side,	
  
a	
  formal	
  style	
  of	
  communica7on	
  ensures	
  that	
  there	
  is	
  always	
  a	
  pre-­‐planned	
  
opportunity	
  to	
  discuss	
  issues	
  and	
  concerns.	
  On	
  the	
  nega7ve	
  side,	
  communica7ng	
  in	
  
this	
  way	
  only	
  may	
  limit	
  the	
  spontaneity	
  of	
  impromptu	
  problem	
  solving	
  or	
  the	
  ability	
  
to	
  respond	
  to	
  urgent	
  situa7ons.	
  

Take	
  a	
  moment	
  to	
  write	
  down	
  all	
  the	
  examples	
  in	
  your	
  work	
  place	
  that	
  demonstrate	
  a	
  
formal	
  communica7on	
  process.	
  	
  

Click	
  the	
  forward	
  arrow	
  when	
  you	
  are	
  ready	
  to	
  con7nue.	
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In	
  contrast	
  to	
  a	
  formal	
  communica7on	
  style,	
  an	
  informal	
  style	
  implies	
  unpredictable	
  
contact	
  amongst	
  the	
  team	
  members.	
  The	
  communica7on	
  may	
  not	
  rely	
  on	
  set	
  7mes,	
  
dates	
  or	
  methods	
  of	
  communica7on.	
  

As	
  with	
  a	
  formal	
  style	
  of	
  communica7on,	
  an	
  informal	
  style	
  may	
  have	
  posi7ve	
  and	
  
nega7ve	
  aspects.	
  On	
  the	
  posi7ve	
  side,	
  less	
  formality	
  may	
  allow	
  for	
  concerns	
  to	
  be	
  
addressed	
  immediately.	
  Members	
  of	
  the	
  team	
  may	
  feel	
  that	
  other	
  team	
  members	
  are	
  
more	
  approachable	
  in	
  this	
  way.	
  	
  

On	
  the	
  nega7ve	
  side,	
  the	
  impromptu	
  nature	
  of	
  an	
  informal	
  mee7ng	
  or	
  discussion	
  may	
  
present	
  limita7ons	
  to	
  having	
  a	
  meaningful	
  and	
  structured	
  discussion	
  that	
  includes	
  all	
  
the	
  necessary	
  team	
  members.	
  It	
  is	
  also	
  important	
  for	
  the	
  therapist	
  and	
  the	
  support	
  
person	
  to	
  set	
  aside	
  7me	
  for	
  formal	
  discussion	
  and	
  planning	
  related	
  to	
  client	
  needs	
  
and	
  team	
  func7oning.	
  	
  

Take	
  a	
  few	
  minutes	
  to	
  iden7fy	
  the	
  ways	
  you	
  informally	
  communicate	
  within	
  your	
  
team.	
  Advance	
  to	
  the	
  next	
  slide	
  when	
  you	
  are	
  ready	
  to	
  con7nue	
  this	
  exercise.	
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Once	
  you	
  have	
  developed	
  your	
  lists	
  of	
  examples	
  of	
  formal	
  and	
  informal	
  
communica7on	
  styles	
  in	
  your	
  work	
  place,	
  compare	
  the	
  lists	
  and	
  answer	
  the	
  following	
  
ques7ons.	
  	
  

Is	
  your	
  style	
  of	
  communica7on	
  based	
  more	
  heavily	
  upon	
  formal	
  or	
  informal	
  
communica7on?	
  

Can	
  you	
  think	
  of	
  ways	
  to	
  balance	
  out	
  these	
  styles	
  of	
  communica7on	
  in	
  your	
  
workplace?	
  

You	
  may	
  wish	
  to	
  include	
  these	
  ques7ons	
  at	
  your	
  next	
  team	
  mee7ng.	
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In	
  an	
  ideal	
  scenario,	
  work	
  environments	
  and	
  team	
  members	
  encourage	
  a	
  balance	
  
between	
  both	
  types	
  of	
  communica7on.	
  A	
  formal	
  7me	
  to	
  communicate	
  ensures	
  that	
  
an	
  opportunity	
  always	
  exists	
  for	
  the	
  team	
  members	
  to	
  contribute.	
  Informal	
  
communica7on	
  ensures	
  that	
  team	
  members	
  are	
  approachable	
  to	
  deal	
  with	
  the	
  
unexpected.	
  

To	
  improve	
  the	
  communica7on	
  of	
  your	
  team,	
  you	
  may	
  wish	
  to	
  explore	
  how	
  each	
  
individual	
  team	
  member	
  prefers	
  to	
  give	
  and	
  receive	
  informa7on.	
  There	
  are	
  many	
  
educa7onal	
  resources	
  available	
  to	
  assist	
  teams	
  to	
  improve	
  their	
  communica7on.	
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One	
  area	
  where	
  communica7on	
  is	
  par7cularly	
  important	
  occurs	
  between	
  the	
  client	
  
and	
  the	
  therapist	
  and	
  relates	
  to	
  obtaining	
  informed	
  consent.	
  While	
  this	
  applies	
  
primarily	
  to	
  therapists,	
  it	
  is	
  important	
  for	
  support	
  personnel	
  to	
  have	
  a	
  broad	
  
understanding	
  of	
  consent.	
  	
  

If	
  you	
  are	
  interested	
  in	
  learning	
  more	
  about	
  consent,	
  the	
  College	
  of	
  Physiotherapists	
  
of	
  Ontario	
  and	
  the	
  College	
  of	
  Occupa7onal	
  Therapists	
  of	
  Ontario	
  each	
  have	
  resources	
  
available	
  on	
  their	
  websites.	
  

Therapists	
  are	
  required	
  to	
  obtain	
  informed	
  consent	
  for	
  assessment	
  and	
  treatment.	
  	
  

The	
  Health	
  Care	
  Consent	
  Act	
  indicates	
  that	
  consent	
  must	
  relate	
  to	
  treatment,	
  be	
  
informed,	
  provided	
  voluntarily	
  and	
  not	
  obtained	
  through	
  misrepresenta7on	
  or	
  fraud.	
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Informed	
  consent	
  means	
  that	
  the	
  client,	
  or	
  subs7tute	
  decision-­‐maker	
  has	
  received	
  
the	
  informa7on	
  that	
  a	
  reasonable	
  person,	
  in	
  the	
  same	
  circumstances,	
  would	
  require	
  
to	
  make	
  a	
  decision	
  about	
  the	
  treatment,	
  including	
  informa7on	
  about	
  the	
  nature	
  of	
  
the	
  treatment,	
  expected	
  benefits,	
  material	
  risks	
  and	
  side	
  effects	
  of	
  the	
  treatment,	
  
alterna7ve	
  courses	
  of	
  ac7on	
  and	
  the	
  likely	
  consequences	
  of	
  not	
  receiving	
  the	
  
treatment.	
  	
  

Clients	
  should	
  also	
  have	
  an	
  opportunity	
  to	
  ask	
  ques7ons	
  and	
  receive	
  answers	
  to	
  any	
  
ques7ons	
  they	
  may	
  have	
  prior	
  to	
  providing	
  consent	
  to	
  the	
  therapist.	
  The	
  person	
  
obtaining	
  consent	
  must	
  have	
  the	
  knowledge	
  to	
  answer	
  these	
  ques7ons.	
  This	
  task	
  
must	
  be	
  completed	
  by	
  the	
  therapist,	
  not	
  the	
  support	
  person.	
  

As	
  a	
  reminder,	
  therapists	
  and	
  support	
  personnel	
  can	
  visit	
  the	
  Registrants’	
  Guide	
  or	
  
the	
  Resource	
  Room	
  on	
  the	
  respec7ve	
  websites	
  of	
  the	
  College	
  of	
  Physiotherapists	
  of	
  
Ontario	
  and	
  the	
  College	
  of	
  Occupa7onal	
  Therapists	
  of	
  Ontario.	
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The	
  Colleges	
  also	
  require	
  therapists	
  to	
  obtain	
  informed	
  consent	
  from	
  the	
  client	
  or	
  the	
  
subs7tute	
  decision-­‐maker	
  for	
  the	
  involvement	
  of	
  support	
  personnel	
  in	
  the	
  provision	
  
of	
  treatment.	
  	
  

Clients	
  have	
  a	
  right	
  to	
  choose	
  the	
  providers	
  that	
  are	
  involved	
  in	
  their	
  care.	
  

Please	
  con7nue	
  to	
  the	
  next	
  slide	
  to	
  find	
  out	
  how	
  documenta7on	
  is	
  a	
  form	
  of	
  
communica7on.	
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In	
  this	
  module,	
  documenta7on	
  refers	
  to	
  the	
  client’s	
  health	
  record.	
  The	
  health	
  record	
  
communicates	
  what	
  was	
  done,	
  when	
  it	
  was	
  done,	
  by	
  whom,	
  the	
  outcome	
  and	
  the	
  
plans	
  related	
  to	
  the	
  care	
  of	
  the	
  client.	
  

Documenta7on	
  is	
  crucial	
  to	
  ensure	
  that	
  con7nuity	
  of	
  care	
  is	
  maintained.	
  

Therapists	
  and	
  support	
  personnel	
  rely	
  greatly	
  on	
  the	
  health	
  record	
  to	
  understand	
  
what	
  other	
  members	
  of	
  the	
  team	
  have	
  observed	
  and	
  performed.	
  The	
  client’s	
  health	
  
record	
  should	
  not	
  replace	
  other	
  forms	
  of	
  communica7on	
  between	
  team	
  members,	
  
but	
  it	
  needs	
  to	
  be	
  detailed	
  enough	
  for	
  any	
  reader	
  to	
  understand	
  the	
  client’s	
  care.	
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We	
  have	
  already	
  reviewed	
  the	
  need	
  for	
  the	
  therapist	
  to	
  obtain	
  informed	
  consent	
  
from	
  the	
  client	
  prior	
  to	
  the	
  assessment,	
  treatment	
  and	
  the	
  provision	
  of	
  care	
  by	
  
support	
  personnel.	
  The	
  therapist	
  must	
  also	
  ensure	
  that	
  the	
  client’s	
  record	
  reflects	
  
that	
  this	
  consent	
  was	
  obtained.	
  

The	
  client’s	
  record	
  should	
  also	
  demonstrate	
  the	
  assessment	
  findings,	
  the	
  treatment	
  
plan	
  and	
  any	
  components	
  of	
  treatment	
  that	
  were	
  assigned	
  to	
  the	
  support	
  person.	
  

Addi7onally,	
  anyone	
  reviewing	
  the	
  client’s	
  record	
  should	
  be	
  able	
  to	
  iden7fy	
  who	
  
provided	
  care	
  on	
  any	
  given	
  day	
  through	
  the	
  wriben	
  notes	
  or	
  a	
  workload	
  
measurement	
  tool.	
  

Finally,	
  when	
  support	
  personnel	
  make	
  entries	
  in	
  the	
  client’s	
  record,	
  the	
  therapist	
  
should	
  monitor	
  these	
  entries.	
  This	
  ensures	
  that	
  the	
  record	
  keeping	
  standards	
  are	
  
being	
  maintained	
  and	
  the	
  therapist	
  receives	
  informa7on	
  about	
  the	
  client’s	
  care.	
  

For	
  more	
  informa7on	
  about	
  the	
  regulatory	
  expecta7ons	
  related	
  to	
  record	
  keeping,	
  
please	
  visit	
  the	
  Registrants’	
  Guide	
  or	
  Resource	
  Room	
  on	
  each	
  College’s	
  respec7ve	
  
website.	
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You	
  are	
  now	
  ready	
  to	
  test	
  your	
  knowledge.	
  At	
  any	
  7me	
  you	
  can	
  return	
  to	
  previous	
  
slides	
  to	
  review	
  the	
  informa7on	
  related	
  to	
  communica7on.	
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Answer: False. It may not be possible or necessary to meet formally on a daily 
basis in every work environment. Communication is most effective when it is a 
balance of formal and informal, with a focus on meeting the client’s needs. 
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Answer: True. 
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Answer: True. 
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Answer: False. The person answering the questions about treatment should 
have the knowledge to do so. In most cases it is the therapist who should 
answer questions about treatment.  
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Answer: True.  
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Answer: False. Co-signatures are not required by the Colleges but therapists 
must ensure that record keeping standards are being met. 
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Answer: True. 
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Let’s	
  return	
  to	
  a	
  scenario	
  that	
  we	
  reviewed	
  in	
  Chapter	
  1.	
  In	
  this	
  scenario	
  Janet	
  has	
  
just	
  started	
  using	
  a	
  new	
  treatment	
  with	
  Kevin,	
  the	
  client.	
  Kim,	
  the	
  support	
  person,	
  
has	
  been	
  asked	
  to	
  supervise	
  this	
  task.	
  

In	
  Chapter	
  1,	
  we	
  considered	
  this	
  scenario	
  from	
  the	
  perspec7ve	
  of	
  accountability.	
  In	
  
Chapter	
  2,	
  	
  we	
  will	
  consider	
  this	
  scenario	
  again,	
  but	
  from	
  the	
  perspec7ve	
  of	
  
communica7on.	
  

Take	
  a	
  moment	
  to	
  read	
  through	
  this	
  scenario.	
  Once	
  you	
  are	
  finished,	
  move	
  to	
  the	
  
next	
  slide	
  to	
  read	
  the	
  end	
  of	
  the	
  scenario.	
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When	
  you	
  have	
  finished	
  reading	
  the	
  scenario,	
  discuss	
  with	
  your	
  team	
  the	
  possible	
  
issues	
  related	
  to	
  communica7on.	
  	
  As	
  you	
  will	
  recall,	
  we	
  looked	
  at	
  communica7on	
  
from	
  the	
  perspec7ve	
  of	
  method,	
  format,	
  consent	
  and	
  documenta7on.	
  

If	
  you	
  are	
  working	
  on	
  this	
  chapter	
  independently,	
  take	
  a	
  moment	
  to	
  write	
  down	
  a	
  few	
  
things	
  that	
  you	
  would	
  want	
  to	
  know	
  about	
  the	
  communica7on	
  between	
  the	
  therapist	
  
and	
  the	
  support	
  person.	
  

If	
  you	
  are	
  part	
  of	
  a	
  group,	
  discuss	
  this	
  with	
  your	
  team.	
  

When	
  you	
  are	
  ready,	
  move	
  to	
  the	
  next	
  slide. 
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Take a moment to review the possible questions to ask about this scenario as it 
relates to communication. These are only a few of the possible considerations. 
Discuss with your team why these questions could be important. 
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Take	
  a	
  moment	
  to	
  read	
  this	
  scenario	
  involving	
  Dave,	
  the	
  therapist	
  and	
  Alex,	
  the	
  
support	
  person.	
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As	
  difficult	
  as	
  it	
  may	
  be,	
  Alex	
  needs	
  to	
  speak	
  up	
  about	
  her	
  concerns	
  because	
  they	
  may	
  
affect	
  what	
  is	
  in	
  the	
  best	
  interests	
  of	
  the	
  clients’	
  care.	
  Part	
  of	
  Alex’s	
  orienta7on	
  to	
  her	
  
role	
  included	
  discussions	
  about	
  communica7on	
  and	
  how	
  to	
  address	
  problems	
  related	
  
to	
  client	
  care.	
  	
  

What	
  possible	
  ac7ons	
  can	
  Alex	
  take?	
  

What	
  are	
  possible	
  solu7ons?	
  

Consider	
  the	
  two	
  ques7ons	
  provided.	
  Take	
  a	
  moment	
  to	
  discuss	
  these	
  ques7ons	
  with	
  
your	
  team.	
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Once	
  Alex	
  iden7fies	
  that	
  she	
  needs	
  to	
  act	
  on	
  her	
  concerns,	
  she	
  may	
  take	
  some	
  of	
  the	
  
following	
  ac7ons	
  to	
  beber	
  prepare	
  her	
  for	
  the	
  conversa7on	
  with	
  Dave.	
  	
  

Take	
  a	
  few	
  minutes	
  to	
  review	
  these	
  ideas	
  and	
  compare	
  this	
  to	
  the	
  discussion	
  with	
  
your	
  group.	
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Congratula7ons!	
  You	
  have	
  just	
  completed	
  Chapter	
  2	
  	
  

When	
  you	
  are	
  ready,	
  you	
  can	
  start	
  Chapter	
  3	
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For any additional questions, please contact the College of Physiotherapists of 
Ontario or the College of Occupational Therapists of Ontario. 

31	
  



References and resources for this chapter are on the screen.  

Click on the links to take you to the appropriate website. 
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