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OVERVIEW

THE IMPORTANCE OF IMPROVED PATIENT COMMUNICATION
IN CANCER CARE
Cancer treatment can be complex, and a quality treatment plan involves communicating with patients to engage them
in the decision-making process throughout the entire cancer journey.
From diagnosis to survivorship, care delivery systems should support informed healthcare decisions that are
respectful of the patient’s1:
• Needs
• Values
• Preferences
Unfortunately, patient engagement in the cancer care process remains inconsistently and ineffectively implemented.2

BARRIERS TO SUCCESSFUL PATIENT-PROVIDER COMMUNICATION

73

%

73% OF HEALTHCARE PROVIDERS reported that a lack of systemic
process to incorporate the patient voice was the greatest barrier to
patient engagement in the treatment process.3*
* Result from Measuring What Matters and Capturing the Patient Voice, conducted by NEJM Catalyst and powered by the
NEJM Catalyst Insights Council
• In May 2017, an online survey was sent to the NEJM Catalyst Insights Council
• A total of 774 completed surveys are included in the analysis

OTHER ISSUES THAT CAN GET IN THE WAY OF EFFECTIVE PATIENT-PROVIDER
COMMUNICATION INCLUDE4:

Patient’s lack of trust in the
healthcare team

Time constraints
of care teams

Individual patient
characteristics, desires,
and needs

If a patient is disinterested in participating in the process or does not feel a level of comfort in
communicating, it can be very difficult to bridge this communication gap.5

THE REAL CONNECTIONS
COMMUNICATION FRAMEWORK

HELPS STREAMLINE ENHANCED PATIENT-PROVIDER
COMMUNICATION AND IMPROVE CANCER CARE

40%
80
TO

40%–80% OF INFORMATION
that patients receive during office
visits is forgotten immediately,
and nearly half of the information
retained is incorrect.6

90 MILLION AMERICAN ADULTS
do not have an adequate level
of knowledge about their
healthcare.7

IT IS IMPORTANT THAT PATIENTS WITH CANCER:
• Understand the implication of their diagnosis and treatment options available
• Have a care team that supports their individualized goals
• Receive support throughout their treatment journey

BENEFITS OF EFFECTIVE PATIENT-PROVIDER COMMUNICATION8:
• Enhanced patient satisfaction
• Adherence with treatment
• Increased patient knowledge
• Enhanced accrual to clinical trials
• Better transition of patients from curative to palliative treatment
• Decreased oncologist stress and burnout

REAL CONNECTIONS: BRIDGING THE GAP

Through 3 communication components, the REAL
Connections communication framework aims to
assist healthcare providers bridge the gap between
patient and provider communication.

Although there is a broad knowledge base of patient
education techniques, there is an urgent need to
understand how to implement this knowledge within
oncology practices to support patient engagement in
meaningful, systematic ways.2,3,6

References: 1. Committee on Improving the Quality of Cancer Care: Addressing the Challenges of an Aging Population; Board on Health Care Services; Institute of Medicine.
Patient-centered communication and shared decision making. In: Levit L, Balogh E, Nass S, et al, eds. Delivering High-Quality Cancer Care: Charting a New Course for a System in
Crisis. Washington, DC: National Academies Press; December 27, 2013. 2. Patient Values Initiative: the Many Voices of Value, a CancerCare Focus Group Assessment. New York, NY:
CancerCare; 2017. 3. Measuring What Matters and Capturing the Patient Voice. Roundtable report. NEJM Catalyst. https://catalyst.nejm.org/measuring-matters-capturingpatient-voice/.
Accessed October 27, 2017. 4. Légaré F, Witteman H. Shared decision making: examining key elements and barriers to adoption into routine clinical practice. Health Affairs. 2013;32:276-284.
5. Barret SE, Puryear JS. Health literacy: improving quality of care in primary settings. J Health Care Poor Underserved. 2006;17:690-697. 6. US Department of Health and Human
Services. Agency for Healthcare Research and Quality. Health literacy universal precautions toolkit. 2nd ed. Use the teach-back method: Tool #5. https://www.ahrq.gov/professionals/
quality-patient-safety/quality-resources/tools/literacy-toolkit/healthlittoolkit2-tool5.html. Accessed October 27, 2017. 7. National Institutes of Health. Clear communication. https://
www.nih.gov/institutes-nih/nih-office-director/office-communications-public-liaison/clear-communication. Accessed January 9, 2018. 8. National Cancer Institute. Communication
in Cancer Care (PDQ®) - Health Professional Version. Unique aspects of communication with cancer patients. https://www.cancer.gov/about-cancer/coping/adjusting-to-cancer/
communication-hp-pdq#cit/section_2.4. Accessed December 6, 2017.
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IMPROVING THE CANCER CARE EXPERIENCE
WITH ENHANCED PATIENT COMMUNICATION

The REAL Connections communication framework was developed to assist both providers and patients by enhancing
communication and driving patient engagement across the cancer care continuum.
Engaged patients are at the center of high-quality cancer care. From diagnosis to survivorship, care delivery systems
must support informed healthcare decisions that are respectful of the patient’s1:
• Needs
• Values
• Preferences

THE 3 COMPONENTS OF REAL CONNECTIONS

1

2

3
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Through the use of engagement guides, sample questions, and conversation tools, the REAL Connections
communication framework can help you bridge the patient-provider communication gap and improve the cancer care
experience for your patients.

BENEFITS OF FRAMEWORK INCLUDE:
A customizable format—choose what works for
your organization

Engagement guides that are compatible with
existing care team workflows

Sample questions to enhance provider and care
team conversations with patients

Patient engagement worksheets to
facilitate improved patient communication
with the care team

THE 3 COMPONENTS OF REAL CONNECTIONS
COMMUNICATION FRAMEWORK
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OVERVIEW
Patients need a solid foundation
of knowledge to assist them in
making decisions throughout
their cancer journey.

It is important for the care team
to understand what is important
to the patient, both at the start of
treatment and throughout their
entire course of care.

Better outcomes begin with
bridging the communication gap
to better meet patient and care
team expectations.

KEY INSIGHTS
Standardized education does
not always focus on what is
important to the patient.

Providers should engage with
patients to better understand
the patient’s desired goals of
treatment.

 atients need a better
P
understanding of which services
are available to them.

Patients need education
throughout their cancer
journey, not just at time of initial
diagnosis.

It is important to reassess what
is most important to the patient
throughout his/her treatment.

Care team members need
patients to call them as early as
possible when they are having
problems.

Reference: 1. Committee on Improving the Quality of Cancer Care: Addressing the Challenges of an Aging Population; Board on Health Care Services; Institute of Medicine. Patientcentered communication and shared decision making. In: Levit L, Balogh E, Nass S, et al, eds. Delivering High-Quality Cancer Care: Charting a New Course for a System in Crisis.
Washington, DC: National Academies Press; December 17, 2013.
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PARTNERING FOR EDUCATION

PARTNERING FOR EDUCATION: OVERVIEW

WHAT IS PARTNERING FOR EDUCATION?
Partnering for Education is designed to help healthcare team members ensure that patients have a solid
foundation of knowledge and assist them in making sound healthcare decisions.

DIFFERENT PATIENTS HAVE DIFFERENT NEEDS

i

i
i

Some patients want to gather as much
information as quickly as possible, while
others want to take it one day at a time

i

Patients’ unique learning needs may
change throughout their cancer care

It is important to understand which kind and how much information each individual patient wants to receive and to
assist with retention of this information.1

PARTNERING FOR EDUCATION HELPS CARE TEAMS:
Simplify and streamline the education process

Ensure that the patient receives educational support throughout his/her cancer journey

Focus on patient-centered care by providing education tailored to each patient’s needs and
level of patient engagement
Facilitate the learning process through using “teach-back” and “motivational
interviewing” strategies

DID YOU KNOW?

Ineffective patient communication is a common source of a patient’s dissatisfaction with the
healthcare process.2

PARTNERING FOR EDUCATION: OVERVIEW

WHY IS PARTNERING FOR EDUCATION IMPORTANT?
An effective care delivery system must support informed healthcare decisions, from time of diagnosis to survivorship.

It is important that patients with cancer:
Understand the implication of their diagnosis

Learn about all treatment options available 		
to them

Obtain the answers to any questions that
they may have throughout their treatment

Understand and retain the knowledge needed
to continue making informed decisions

Patient-provider communication contributes to3:
Improved adherence and
overall outcomes

Better-controlled
healthcare costs

Increased satisfaction

IMPLEMENTING PARTNERING FOR EDUCATION INTO YOUR PRACTICE
The REAL Connections communication framework offers the Partnering for Education component to help you
better determine your patients’ educational needs.

USE THE CARE TEAM ENGAGEMENT GUIDE TO:
PARTNERING FOR EDUCATION: ENGAGEMENT GUIDE

IMPLEMENTING PARTNERING FOR EDUCATION
STRATEGIES INTO YOUR PRACTICE

Patients’ limitations in health literacy, the emotional and financial repercussions of a cancer diagnosis, and the
complexity of treatment options can make it difficult for patients to actively engage in their care.1
Use this engagement guide to help streamline enhanced patient education in your practice.

CORE QUESTIONS TO PARTNER FOR EDUCATION2
By asking the open-ended questions below, you can prompt the patient and engage him or her in their
cancer care.

What would you like to know more about today?

Can you tell me what you know about your cancer and treatment?

TIPS TO IMPROVE PATIENT UNDERSTANDING3:
Use simple language

Focus on 2–3 of the most important concepts

Speak slowly

Check for understanding by using the
teach-back method

• Efficiently increase patient
participation
•E
 ncourage tracking of the
patient’s knowledge throughout
the course of care
•P
 rompt provision and repetition of
necessary disease and treatment
information

USE THE PATIENT QUESTION LIST TO:

GETTING
THE MOST
OUT OF YOUR
HEALTHCARE VISIT
QUESTIONS TO ASK YOUR PROVIDER

• Help the patient understand his
or her knowledge gaps related to
their cancer diagnosis
• Provide a document for your
patients to record questions/
concerns in advance of the visit
• Assess the level of education
absorption and retention
• Increase patient engagement

References: 1. Van der Meulen N, Jansen J, van Dulmen S, Bensing J, et van Weert J. Interventions to improve recall of medical information in cancer patients: a systematic review of the
literature. Psych Onc. 2008;17:857-868. 2. Lee AV, Moriarty JP, Borgstrom C, Horwitz LI. What can we learn from patient dissatisfaction? Analysis of dissatisfying events at an academic
medical center. J Hosp Med. 2010;5(9):514-520. 3. Committee on the Learning Health Care System in America; Institute of Medicine; Smith M, Saunders R, Stuckhardt L, et al., eds. Best
Care at Lower Cost: the Path to Continuously Learning Health Care in America. Washington, DC: National Academies Press; May 10, 2013. https://www.ncbi.nlm.nih.gov/books/NBK207234/.
Accessed January 8, 2018.
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PARTNERING FOR EDUCATION: ENGAGEMENT GUIDE

IMPLEMENTING PARTNERING FOR EDUCATION
STRATEGIES INTO YOUR PRACTICE

Patients’ limitations in health literacy, the emotional and financial repercussions of a cancer diagnosis, and the
complexity of treatment options can make it difficult for patients to actively engage in their care.1
Use this engagement guide to help streamline enhanced patient education in your practice.

CORE QUESTIONS TO PARTNER FOR EDUCATION2
By asking the open-ended questions below, you can prompt the patient and engage him or her in their
cancer care.

What would you like to know more about today?

Can you tell me what you know about your cancer and treatment?

TIPS TO IMPROVE PATIENT UNDERSTANDING3:
Use simple language

Focus on 2–3 of the most important concepts

Speak slowly

Check for understanding by using the 		
teach-back method

PARTNERING FOR EDUCATION: ENGAGEMENT GUIDE

IMPLEMENTING PARTNERING FOR EDUCATION
STRATEGIES INTO YOUR PRACTICE
INTEGRATE THE EDUCATION PROCESS ACROSS THE CANCER CARE CONTINUUM

It is important to ensure education is delivered at optimal points throughout the patient’s cancer care journey.
Consider using the engagement guide during the following visits:

Initial
diagnosis
and staging

Treatment
consultation
and planning

Treatment
check-ins

After
Survivorship
restaging
check-ins
appointments

Palliative
care and
end-of-life
discussions

HOW PARTNERING FOR EDUCATION HELPS:
Addressing what is important to the patient first promotes the patient seeing the care team member as a
trusted partner in his/her care. Once the patient feels his/her needs have been met, he/she will be better
able to receive the education being provided by the care team.

By utilizing the teach-back method, patients explain care instructions in their own words, and care team
members can confirm if patients understand what they have been taught.3 Use statements such as: “I want
to make sure I have explained this correctly—can you tell me what you know about ___?”

References: 1. Committee on Improving the Quality of Cancer Care: Addressing the Challenges of an Aging Population; Board on Health Care Services; Institute of Medicine.
Patient-centered communication and shared decision making. In: Levit L, Balogh E, Nass S, et al, eds. Delivering High-Quality Cancer Care: Charting a New Course for a System in
Crisis. Washington, DC: National Academies Press; December 27, 2013. 2. US Department of Health and Human Services. Agency for Healthcare Research and Quality. The SHARE
approach—using the teach-back technique: a reference guide for health care providers. Workshop curriculum: Tool #6. https://www.ahrq.gov/professionals/education/curriculumtools/shareddecisionmaking/tools/tool-6/index.html. Accessed October 27, 2017. 3. US Department of Health and Human Services. Agency for Healthcare Research and Quality.
Health literacy universal precautions toolkit. 2nd ed. Use the teach-back method: Tool #5. https://www.ahrq.gov/professionals/quality-patient-safety/quality-resources/tools/literacytoolkit/healthlittoolkit2-tool5.html. Accessed October 27, 2017.
Content is consistent with the Oncology Nursing Society Standards and Guidelines. The Oncology Nursing Society Seal of Approval does not constitute medical advice and does not imply
product endorsement by ONS. Healthcare providers should exercise their own independent medical judgment. Website content or other resources referenced in these materials have not
been reviewed for the Oncology Nursing Society Seal of Approval.
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GETTING
THE MOST
OUT OF YOUR
HEALTHCARE VISIT
QUESTIONS TO ASK YOUR PROVIDER

Your healthcare team is ready to answer questions about your cancer care.
Asking questions helps you get the information you need to make decisions,
while also helping your healthcare team understand how they can help you.

Here are some tips that may help when talking with your
healthcare team:
Write down the questions you would like to ask before
your next doctor visit
Take a pen and paper to write down the answers

Consider bringing a family member or friend to your
visit, so he/she can help you understand and remember
the information you are given
Do not be afraid to ask questions if you do not
understand words your healthcare team is using

It may be hard to know what questions to ask your
healthcare team. You can use the following question
list to help you think of questions to ask.

GETTING
THE MOST
OUT OF YOUR
HEALTHCARE VISIT
14

What to Ask About Your Cancer Diagnosis
Which kind of cancer do I have?
Where is the cancer in my body?
Could my family members get this type of cancer?
Which stage is my cancer?
Has the cancer spread to any other parts of my body?
Are there other tests I need before starting treatment?
How can I get a second opinion?

What to Ask About Symptom Management
How can I manage my pain?
If I am having other discomfort, who can I call for help?
Are there other symptoms I should call and tell you about?
Can I call you after office hours?

Notes

GETTING
THE MOST
OUT OF YOUR
HEALTHCARE VISIT
15

What to Ask About Your Treatment
How can my cancer be treated?
Will I need surgery or radiation to treat my cancer?
How often and where will I get my cancer treatment?
How long will my treatment last?
Are there any new treatments available to treat my cancer?
What are the risks/side effects associated with this type of treatment?
Do I need to stop or change the medicine(s) I am taking during this treatment?
Will I still be able to work while I get treatment?
Can I still have sex while I am getting cancer treatment?
Will this treatment affect my ability to have children?
Are there clinical trials I can participate in?
How will I know if the treatment is working?
What happens if my cancer does not go away with treatment?

Notes

GETTING
THE MOST
OUT OF YOUR
HEALTHCARE VISIT
16

What to Ask About My Care Team and Support Services
Who is on my care team?
What can each person on my care team help with?
Can someone help me with insurance questions?
Are there resources that can help me get transportation to my appointments?
Is there someone I can talk with about how the cancer is affecting me and my family?
Are there support groups to help me and my family members?
 an I speak with someone about advance directives (ie, Living Will, Healthcare Power of
C
Attorney, etc)?

Notes

GETTING
THE MOST
OUT OF YOUR
HEALTHCARE VISIT
17

What to Ask About After My Cancer Treatment Is Complete
What are the chances that my cancer will come back? What symptoms should I look for?
How often will I see the doctor after my cancer treatment is complete?
 hich follow-up tests will I need after my cancer treatment is done? How often will
W
these tests be done?
Are there long-term symptoms I need to watch out for because of my cancer treatment?

Do You Have Any Other Questions?






Notes
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SUPPORTING PATIENT GOALS

SUPPORTING PATIENT GOALS: OVERVIEW

HOW CAN THE CARE TEAM BETTER SUPPORT PATIENT GOALS?
Receiving a cancer diagnosis can have a big impact on the priorities in a patient’s life. For some patients, the
primary concern is feeling as well as possible during the course of treatment; for others, the most rigorous course
of treatment is desired in hopes it will lead to the greatest possible long-term survival.
IT IS IMPORTANT THAT CARE TEAMS DISCUSS AND UNDERSTAND THE PATIENT’S PRIORITIES:
At the start of treatment

Throughout the treatment journey

Care teams that try to achieve good results without having conversations to understand the patient’s goals may
make assumptions that can often be incorrect.1

SUPPORTING PATIENT GOALS BEGINS BY:
Encouraging patients to discuss what is important to them
Supporting workflows that ensure patient goals are discussed throughout the course
of care
Being open and honest with patients when discussing treatment options

HOW TO SUPPORT PATIENT GOALS IN YOUR PRACTICE:
USE THE CARE TEAM ENGAGEMENT GUIDE TO:
SUPPORTING PATIENT GOALS: ENGAGEMENT GUIDE

ENGAGING PATIENTS TO BETTER SUPPORT THEIR GOALS
Patient goals can be very different, even between patients that share the same diagnosis. It is important to
understand what a patient wants to achieve from their care (outcomes) and what is important to consider along
the journey (process).1

CORE QUESTIONS TO SUPPORT PATIENT GOALS:
What is most important to you right now?
• Building rapport with patients is accomplished through using open-ended questions that allow
patients to discuss what is most important to them

What do you hope to gain from your treatment?
• Helps care team members understand how much the patient values long-term survival relative to
natural disease progression without treatment-related side effects

TIPS TO IMPROVE ALIGNMENT WITH PATIENT GOALS:
Assess patient goals periodically throughout the
patient’s treatment
• Patient goals may change
• New treatments may be available

Give the patient time to think and respond to
each goal-related question
• Consider sending patient home with a
goal-based question list so he/she will have
time to contemplate and discuss his/her goals
with family and caregivers

By documenting the patient’s stated goals and comparing this to the cancer treatment plan, the care team can easily
identify when the treatment plan and patient goals are not aligned.

PROVIDER/CARE TEAM CHECKLIST:
Ask patient Core Questions to Support Patient Goals
Document patient goals in the electronic medical record (EMR) to share with relevant care team members
Review patient goals for alignment with treatment plan; if goals are not aligned, discuss with the physician
Provide patient with information on all treatment options including innovative/emerging therapies,
supportive care, etc.
Reference: 1. Patient Values Initiative: The Many Voices of Value. A CancerCare Focus Group Assessment. CancerCare. New York, NY: 2017.
Content is consistent with the Oncology Nursing Society Standards and Guidelines. The Oncology Nursing Society Seal of Approval does not constitute medical advice and does not imply
product endorsement by ONS. Healthcare providers should exercise their own independent medical judgment. Website content or other resources referenced in these materials have not
been reviewed for the Oncology Nursing Society Seal of Approval.

REAL Connections is a trademark of Bristol-Myers Squibb Company.
© 2020 Bristol-Myers Squibb Company. Printed in U.S.A. ONCUS2003125-05-01 09/20

ONCUS2003125-05-01_RealConnectSuppPatGoalsCTEngGde_PDF_172018531_v03_RS.indd 1

9/15/20 3:10 PM

•R
 eview questions that help solicit
patient goals
•B
 uild rapport with patients by
discussing what is important to
them
•P
 rompt goal-based discussions
with the patient throughout the
course of care

USE THE PATIENT GOAL WORKSHEET TO:
PATIENT GOAL WORKSHEET

THINKING ABOUT WHAT IS IMPORTANT TO YOU

It is important for your healthcare team to know what is important to you. Knowing this can help them
understand which treatments are right for you.

Take time to think about these questions and share your answers
with a member of your healthcare team.
What is most important to you
right now?
Examples
• I want to be able to walk my daughter down
the aisle at her wedding next year
• It is important to be able to keep working to
support my family
• I want to feel good enough to play with my
grandchildren

Write your answer here:

What do you hope to get from
your treatment?
Examples
• I hope this treatment will help my cancer go
into remission
• I hope this treatment will keep my cancer
from spreading
• I hope this treatment will help control my
symptoms

Write your answer here:

I would like more information on new therapies that may be available to treat my cancer
I would like more information about what palliative/supportive care services can do
for me
I would like more information about:

Content is consistent with the Oncology Nursing Society Standards and Guidelines. The ONS Seal of Approval does not constitute medical advice, and does not imply product endorsement
by ONS. Healthcare providers should exercise their own independent medical judgment. Website content or other resources referenced in these materials have not been reviewed for the
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• Encourage the patient to think
about his/her goals and discuss
with his/her loved ones
• Communicate patient goals to
care team members
• Help ensure the prescribed
treatment plan is aligned with the
patient’s goals

Reference: 1. Mulley AG, Trimble CT, Elwyn G. Stop the silent misdiagnosis: patients’ preferences matter. BMJ. 2012;345:e6572.
Content is consistent with the Oncology Nursing Society Standards and Guidelines. The Oncology Nursing Society Seal of Approval does not constitute medical advice and does not imply
product endorsement by ONS. Healthcare providers should exercise their own independent medical judgment. Website content or other resources referenced in these materials have not
been reviewed for the Oncology Nursing Society Seal of Approval.
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SUPPORTING PATIENT GOALS: ENGAGEMENT GUIDE

ENGAGING PATIENTS TO BETTER SUPPORT THEIR GOALS
Patient goals can be very different, even between patients that share the same diagnosis. It is important to
understand what a patient wants to achieve from their care (outcomes) and what is important to consider along
the journey (process).1

CORE QUESTIONS TO SUPPORT PATIENT GOALS:
What is most important to you right now?
•B
 uilding rapport with patients is accomplished through using open-ended questions that allow
patients to discuss what is most important to them

What do you hope to gain from your treatment?
•H
 elps care team members understand how much the patient values long-term survival relative to
natural disease progression without treatment-related side effects

TIPS TO IMPROVE ALIGNMENT WITH PATIENT GOALS:
Assess patient goals periodically throughout the
patient’s treatment
• Patient goals may change
• New treatments may be available

Give the patient time to think and respond to
each goal-related question
• Consider sending patient home with a
goal-based question list so he/she will have
time to contemplate and discuss his/her goals
with family and caregivers

By documenting the patient’s stated goals and comparing this to the cancer treatment plan, the care team can easily
identify when the treatment plan and patient goals are not aligned.

PROVIDER/CARE TEAM CHECKLIST:
Ask patient Core Questions to Support Patient Goals
Document patient goals in the electronic medical record (EMR) to share with relevant care team members
Review patient goals for alignment with treatment plan; if goals are not aligned, discuss with the physician
Provide patient with information on all treatment options including innovative/emerging therapies,
supportive care, etc.
Reference: 1. Patient Values Initiative: The Many Voices of Value. A CancerCare Focus Group Assessment. CancerCare. New York, NY: 2017.
Content is consistent with the Oncology Nursing Society Standards and Guidelines. The Oncology Nursing Society Seal of Approval does not constitute medical advice and does not imply
product endorsement by ONS. Healthcare providers should exercise their own independent medical judgment. Website content or other resources referenced in these materials have not
been reviewed for the Oncology Nursing Society Seal of Approval.
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PATIENT GOAL WORKSHEET

THINKING ABOUT WHAT IS IMPORTANT TO YOU

It is important for your healthcare team to know what is important to you. Knowing this can help them
understand which treatments are right for you.

Take time to think about these questions and share your answers
with a member of your healthcare team.
What is most important to you
right now?
Examples
• I want to be able to walk my daughter down
the aisle at her wedding next year
• It is important to be able to keep working to
support my family
• I want to feel good enough to play with my
grandchildren

Write your answer here:

What do you hope to get from
your treatment?
Examples
• I hope this treatment will help my cancer go
into remission
• I hope this treatment will keep my cancer
from spreading
• I hope this treatment will help control my
symptoms

Write your answer here:

I would like more information on new therapies that may be available to treat my cancer
I would like more information about what palliative/supportive care services can do
for me
I would like more information about:
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SHARED EXPECTATIONS

SHARED EXPECTATIONS: OVERVIEW

MEETING EXPECTATIONS THROUGH IMPROVED COMMUNICATION
Cancer care is a partnership between the patient and the healthcare team. Each member within this partnership
has expectations that must be met in order to ensure the best possible care is provided.

CARE TEAM EXPECTATIONS
The patient communicates if he/she is
experiencing symptoms or needs extra
support

PATIENT EXPECTATIONS
 he care team identifies patient needs and
T
tells the patient how they can help

GOOD PATIENT/PROVIDER COMMUNICATION CAN RESULT IN1:
Enhanced patient satisfaction
Increased adherence with treatment
Increased patient knowledge
Enhanced accrual to clinical trials
Better transition of patients from curative to palliative treatment
Decreased oncologist stress and burnout

DID YOU KNOW?

Over 30% of oncology patients from a 2015 CancerCare survey (n=220) responded that they
sometimes or often did not report symptoms or side effects because they did not want to
“bother” their doctor.2

SHARED EXPECTATIONS: OVERVIEW

HOW TO SUPPORT SHARED EXPECTATIONS IN YOUR PRACTICE
Using the Shared Expectations tools can help proactively bridge the communication gap between the patient and
the care team.

USE THE CARE TEAM ENGAGEMENT GUIDE TO:
SHARED EXPECTATIONS: ENGAGEMENT GUIDE

HOW TO INCORPORATE SHARED EXPECTATION
STRATEGIES INTO YOUR PRACTICE

In oncology, effective communication skills are key to achieving important goals throughout the cancer journey.1
Use this tool to help better meet patient and care team expectations through improved communication.

CORE QUESTIONS TO HELP MEET SHARED EXPECTATIONS:
What would help make your cancer treatment easier?

When would you call us for help?

ASKING ENGAGING QUESTIONS HELPS THE HEALTHCARE TEAM IDENTIFY:
Patient needs across any domain (physical,
psychosocial, etc.)

Patients who may not communicate quickly
with the care team when they are experiencing
treatment-related problems

PROVIDING THE PATIENT WITH BOTH VERBAL AND WRITTEN INFORMATION ABOUT SUPPORT
SERVICES AVAILABLE CAN HELP THE PATIENT UNDERSTAND:
Which resources are available to help during his/her cancer treatment

The accessibility of the healthcare team

When he/she should call the healthcare team
Reference: 1. National Cancer Institute. Communication in Cancer Care (PDQ®) - Health Professional Version. Unique aspects of communication with cancer patients.
https://www.cancer.gov/about-cancer/coping/adjusting-to-cancer/communication-hp-pdq#cit/section_2.4. Accessed December 6, 2017.
Content is consistent with the Oncology Nursing Society Standards and Guidelines. The Oncology Nursing Society Seal of Approval does not constitute medical advice and does not imply
product endorsement by ONS. Healthcare providers should exercise their own independent medical judgment. Website content or other resources referenced in these materials have not
been reviewed for the Oncology Nursing Society Seal of Approval.

• Demonstrate your organization’s
commitment to patients
• Remind patients to call the care
team when they have questions or
need extra support
• Increase patient engagement

PATIENT SUPPORT SHEET

WORKING TOGETHER DURING YOUR CANCER
TREATMENT
When we work together as a team, we can help you get the support you need.

Our commitment to you

As your partner, we promise to:
• Answer any questions you have about your cancer
• Help you understand your cancer treatment options
• Help if your cancer treatment makes you feel bad
• Talk with you about financial needs
• Give you information about support groups that can help you and your family

How You Can Help
Ask Questions
• If you don’t understand what is said or words we are using
• If you forget the answer to a question
• If you don’t know what to do next
Call Us—A care team member is available to help
Don’t wait. Tell us if you are feeling different so we can help.
Office hours:
Office phone number:
After hours:
After hours phone number:

What could help make your cancer treatment easier?

Content is consistent with the Oncology Nursing Society Standards and Guidelines. The Oncology Nursing Society Seal of Approval does not constitute medical advice and does not imply
product endorsement by ONS. Healthcare providers should exercise their own independent medical judgment. Website content or other resources referenced in these materials have not
been reviewed for the Oncology Nursing Society Seal of Approval.
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• I nform the patient of the
importance of telling the care
team about their symptoms and
what support they need
• I dentify unmet patient needs
• I mprove communication between
the provider and patient

USE THE PATIENT SUPPORT SHEET TO:
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References: 1. National Cancer Institute. Communication in Cancer Care (PDQ®) - Health Professional Version. Unique aspects of communication with cancer patients.
https://www.cancer.gov/about-cancer/coping/adjusting-to-cancer/communication-hp-pdq#cit/section_2.4. Accessed December 6, 2017. 2. CancerCare. Patient Access &
Engagement Report. New York, NY: CancerCare; 2016.
Content is consistent with the Oncology Nursing Society Standards and Guidelines. The Oncology Nursing Society Seal of Approval does not constitute medical advice and does not imply
product endorsement by ONS. Healthcare providers should exercise their own independent medical judgment. Website content or other resources referenced in these materials have not
been reviewed for the Oncology Nursing Society Seal of Approval.
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