
By now you’ve heard that engaging patients in their care is essential to positive       
outcomes - and therefore reimbursement - so many times you’ve lost count. You’ve 
read the guides on how to develop better engagement campaigns (psst…if you     
haven’t, we have one for you here), attended sessions on the importance of               
activation at association events, maybe you even created focus groups within your 
own facility to determine how you can empower patients to take control of their care. 
But all the training and campaigns come down to one thing: proper communication. 
 
Pamela Ballou-Nelson, RN, CMPE, MSPH and PhD with the MGMA said, “For too long 

the focus has been on fixing patients, yet there is a significant body of research that 

suggests that provider and staff behaviors are equally responsible for shortcomings in 

patient activation.” If communication is the key to better engagement, have you 

trained your staff on how to better communicate with patients? If not, read on. We’re 

going to tell you how. 

 

Most people’s individual communication styles can be broken down into four roles, 

and those roles are based on two primary functions of behavior: assertiveness and   

responsiveness. With practice you can quickly determine where people fall within the 

spectrum of these two functions.  

https://lab.meduitrcm.com/creating-connections-innovationlab-ebook/


Assertiveness A person with low assertive behavior is unimposing and easy-going. 
They ask questions and listen, act slowly and expend little energy to control the         
actions and thoughts of others. Conversely, a person with high assertive behavior     
appears more ambitious and makes decisions quickly. They want to know what is     
going on and to control situations with others. Assertive communicators spend a lot of 
energy controlling the thoughts and actions of others in a conversation and may make 
more statements than ask questions. 
 
Responsiveness There are also two opposing ends of the spectrum of responsiveness. 

This function looks at the individual’s tendency to respond to others or events with a 

show of feeling or lack of inhibitions. Low responsive – or task oriented -  behavior 

looks like independence and self-sufficiency. These people can tend to be formal and 

controlled. High responsiveness is self-indulging and tends to be casual, fun-loving 

and approachable. These people are more people oriented.  



 
Determining where the patient you are communicating with falls on the spectrums of 
assertiveness and responsiveness will tell you their communication style. These are 
the four roles previously mentioned, and include: analytical, achiever, animated, and 
amiable. 
 
Of course, human behavior is more complicated than four simple roles, but broadly 
understanding which role the patient you are working with falls into will help you   
communicate more effectively with them. It will literally help you “speak their           
language.” 
    
Analytical The analytical communicator prefers details. They ask a lot of questions 
and respond best when you are prepared to answer. When working with analytics     
patients, stick to business.  
 
• Prepare your “case” in advance 
• Present specifics and do what you say you can do 
• Provide solid, tangible and practice evidence for what you are telling them 
• Give them time to thorough and be patient with their slower decision-making     

process 
 
Achiever The achiever is task oriented like the analytical, but they make their              
decisions much faster and respond best when you can match their pace.  
 
• Be clear, specific, and to the point 
• Present facts logically and efficiently  
• Ask specific questions 
• Let them make their own decision 

 

Animated Patients in this role act quickly like the achievers but are much more people 
oriented. This group is extremely outgoing and extroverted, and quite social. Be       
cautious of your time with animated patients, their social nature can quickly put you 
behind schedule. 
 



• When appropriate, leave time for socializing 
• Provide ideas for action 
• Details are not necessary  
• Provide testimonials from people they see as important – like their provider or    

other patients 

Amiable The final role is people oriented but slower to make decisions. Amiable       
patients are typically not in a hurry and want to build a rapport with you by asking 
questions and being friendly.  
 
• Start with a personal comment and show sincere interest in them 
• Patiently draw out their goals and work with them to help them achieve it 
• Provide general assurances and clear, specific solutions with maximum guarantees 
• Be flexible and courteous with their decision-making process 

 
Learning to quickly segment your patients into these roles takes time and practice. It 
also requires a commitment to effective communication, rather than multi-tasking as 
we so often do. If there is room in your patient systems, try noting the patient’s      
communication style in their records once you have determined it. This will help you 
be prepared for future interactions with them.   
 
It is only when you are truly speaking a patient’s language that they will connect and 
engage in their own care. Make an effort to properly communicate with patients in 
their own way rather than dictating the terms of their experience to them. Rest          
assured your efforts will be reflected in quality ratings and reimbursements. 
 

To walk through this behavior scoring model in more detail and to learn how to 
score yourself and others quickly, watch our Motivating Payment webinar              

on demand. 
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