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Case study  

Effective therapeutic communication between nurse and patient is essential for easy recovery, 

adherence of the treatment in patient as well as for patient satisfaction. Here, a case study 

involving communication between a nurse and patient who is waiting for delivery is 

presented. 

Marina Jacob is a 25 year old lady living in a township in South Wales, Australia. She is 

married to Wein Jacob who is doing business in partnership with his childhood friend Betsy 

Philip. Marina got married soon after her graduation at the age of 23 years. She was born and 

grew up in a joint family in South Wales. However, soon after her marriage, circumstances 

changed as she had to experience nuclear family life. Most of the time when Jacob goes for 

work, she feels lonely in her house. Even during pregnancy period, no one was there to care 

for her except during the time of medical check-ups in hospitals where she maintained good 

relationship with the nurses. Finally, her due date came and was admitted in the hospital. As 

per the reports from her doctor, she has some complications. Hence, she cannot undergo 

normal vaginal delivery and had to opt for caesarean delivery. The couples were waiting 

outside the operation theatre. She passed through a state of nervousness, fear and shivering as 

is facing such situation for the first time. She had immense fear about caesarean delivery. A 

nurse who was instructed to take care of her in the surgical ward approached her and started 

communicating her to make understand the delivery process, consequences and post-partum 

care. 

Nurse: Hope you are fine. I am Mrs. Christy Jacqueline but everyone address me as Jac. I am 

given the responsibility of taking care of you throughout your delivery. What should I call 

you? 

Patient: My name is Marina Jacob. This is husband Jacob. How long will it take to start the 

delivery process? 
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Nurse: (She handshakes with Marina and Jacob). Initially, you have to prepare yourself for 

the surgery. If you have any doubts regarding delivery, you can ask me. I am here with you to 

explain you everything. Sir (To Jacob), do you need any clarifications regarding caesarean 

delivery  

Jacob: How long is the surgery process and what its complications are? How long does it 

take to revert to normal state? 

Patient: I am very scared and have a feeling of nervousness throughout which started this 

morning. 

Nurse: Fear is very usual in the case of caesarean delivery and it is very well reflected in 

your face also. People usually fear because of the painful injections taken at the spinal cord 

before delivery. Please do not worry about the injection, it is administered to numb the area 

where surgery is done. The numbness persists throughout the surgery period so that patient 

do not feel the pain of surgery. Sir, do not worry about its complications as we here to help 

you at any time after delivery. The consequence of this injection is pain in spinal area even 

after delivery. Only in some cases the pain persists for a long duration. Medical and non-

medical interventions are there to reduce the pain.  

Patient:Thank you Jac for the clarifications. I have one more doubt. Will I become 

unconscious after delivery? 

Nurse: No, the injection is specifically for numbing and not for making you unconscious. 

You can see what is happening around you.  

Patient: Thank you once again Jac, I feel little relaxed. Can Jacob also come along with me 

during delivery? 

Nurse:I do not have authority to permit Jacob inside the surgery room, but give me some 

time so that I can ask the doctor in charge of delivery for Marina. (The nurse holds Marina’s 
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hand) and say “Be comfortable and relaxed”. The nurse went to see the doctor and come back 

in few minutes. 

Patient: May I know what the doctor said? Did he give permission? 

Nurse: The doctor said he can wait just outside theatre room. He can see the baby soon after 

the surgery. 

Patient: Thank you for the clarification. May I know when will I called for delivery? 

Nurse: the doctor called other healthcare practioners to assist in the delivery process. The 

doctor will call us when everyone assembles in the surgery room. 

Patient: All right. So, it will start within few minutes. Help me please, I feel little nervous. 

Nurse: Relax yourself Marina. There is nothing to worry. We are here with you to help you. 

Within couple of hours, you can see your little one. Be happy and calm down. (Nurse holds 

her hand) and say “Close your eyes, take a deep breath and exhale, think only about positive 

things that happened in your life. Think about parents who took care in your child hood days. 

Think about marriage events, the time when you realized that you are pregnant, the time 

when your baby made slight movementsat nights. Just refresh your mind about your sweet 

memories in school, colleges with your friends”.  

(Patient opened her eyes and said to nurse) 

Patient: Thank you so much for making me feel that all are around me.  

(Patient hugged the nurse) 

Doctor calls the nurse and whispered something. After that nurse came back near the couples. 

Nurse to Jacob: Sir, you please wait just outside the surgery room. 

Nurse to patient: Marina, the team for carrying out the delivery is ready, be cool, come, let’s 

go inside the surgery room.  

(Jacob holds Marina’s hand and say) 

Jacob: Be relaxed Marina, I am there with you. I will pray. 
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Nurse and the patient walks inside the surgery room.  

It can be well seen from above conversation that nurse maintained very good relationship 

with the patient by communicating with the patient and her husband.  

Case study analysis 

Introduction 

Communication is identified as a characteristic inherent in humans. It is an act of message 

creation and transaction. It is bidirectional and has content and value. Not everyone has the 

capability to properly communicate. Communication is an essential element in maintain 

proper nurse-patient relationship.  In health care science, nursing focuses on providing the 

requirements of human in both biopsychosocial and spiritual well-being. Nursing practice 

needs technical, intellectual and interpersonal skills and abilities apart from scientific 

knowledge. It is a composition of interpersonal communication, clinical work and 

knowledge. Communication plays a pivotal role in nursing care in all aspects including health 

promotion, educating the patients, rehabilitation, therapy, treatment and adopting preventive 

measures. Apart from the scientific approach, nursing communication involves dialogues 

which is possible through specific skills of verbal communication. Through communication, 

exchange of feelings, thoughts and information is possible through speech. Therapeutic 

communication is a two way process and involves verbal communication between health 

officials and nurses on one side and patients and their family members or relatives on the 

other side. The patient conveys information about their symptoms and pain to the nurses who 

assist in the diagnosis of the disease as well as providing comfort to the patient. Nurses uses 

this information to assess the severity of the patient and initiate a treatment strategy and 

health plan for the patient. 

What is effective communication? 
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It is essential to understand the experiences of the patient completely for properly 

communicating the doubts related to the disease. Also, it requires specific skills along with 

sincere and dedicated approach of the nurses to the concerned patient. The nurse must convey 

the messages or information related to their disease to the patients in an understandable 

manner. These information is the reflection of participant knowledge and the way they think 

about their abilities. For a successful communication, the nurses must educate themselves 

with interpersonal relationships with the aid of specific internship courses/seminars/ 

workshops. Emphasis should be laid on encouraging skills required for effective therapeutic 

communication between patients and nurses. The whole process of communication comprises 

of psychological conditions, social and cultural values and physical space and ensures 

satisfaction of both patient and nurses. The nature of communication relies on how well the 

two involved parties understands the communication sequence. However, if the nurses are not 

well trained, they face difficulties to differentiate between work and personal life and cannot 

effectively transfer the message to patients as well as cannot understand received messages. 

This often result in negative conclusions and attitudes.  

Principles of therapeutic relationship 

A good therapeutic relationship between nurse and patient takes place throughout the 

spectrum of illness, healing and recovery. The relationship exists for few minutes to hours to 

days, months and sometimes years in case of chronic situations. Some relationships are 

unique as some feel very excited to communicate their present and past events whereas some 

feel very hesitated. In the latter case, the nurse should encourage the patients to speak about 

their feelings, situations, past events, history of illness etc. 

The main purpose of therapeutic relationship is to support the patients, promote their well-

being and enhance functioning. One should understand that therapeutic relationship is 

different from social relationship as the former is patient centered and health focused with 
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well-defined boundaries. For the purpose of maintain good therapeutic relationship, nurses 

must consider various factors like patient’s emotional and physical requirement, cultural 

preferences and values. Despite the length of communication, the principles are same for all 

the conversation between patient and nurse. The principles are confidentiality, trust, active 

listening, empathy, genuineness and respect all of which are described below. 

Confidentiality – Nurses have legal and moral obligations in order to keep the patient 

information confidential. They are not supposed to share any information to outsiders unless 

specified in certain circumstances. Apart from the legal obligations, nurses should ensure that 

the information shared by patients will not revealed to anyone. By doing so, patients will be 

comfortable and reveal their feelings, thoughts honestly to the nurses. It is the responsibility 

of the nurses to arrange privacy settings prior to involving in communication with the patient. 

Some of the privacy settings that could be arranged are asking ambulatory roommate to sit 

outside the room for some time or finding an empty room. Maintaining patient information 

means not speaking about the same in public spots such as cafeterias and elevators. 

Moreover, the electronic information and details about the patient should also be kept 

confidential. The confidentiality in nurse-patient relationship will breach due to the following 

reasons: Potential threat or harm to oneself or others; commission of a crime; abuse of elders 

or minors is suspected. 

Trust – The foundation of every interpersonal communication is the establishment of trust 

and it also applies to the therapeutic relationship between the patient and nurse. The 

psychoanalytic theories developed by Freud, sense of trust is important requirement of 

communication between human beings. In particular, vulnerable situations in healthcare 

settings necessitates trust in physical, emotional and spiritual levels. Patients have to believe 

that nurses are dependable, knowledgeable, and honest and accepts and understands their 

feelings, emotions when they expresses it. Trust is a choice that a patient makes. Trust can be 
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established in patients mind by following the mentioned behaviours: Listening to what patient 

says, respect them at each and every word they say, follow and accepting attitude, maintain 

consistency and honesty throughout the conversation. 

Empathy–Nursing practices often involve compassionate or empathetic care to patients. The 

emotion work of nursing can be described by the usage of four terms: empathy, compassion, 

sympathy and altruism. Empathy is defined as intellectual understanding of emotional state 

via educated compassion. It can be defined as desire of nurse to understand the experience 

and patient situations form patients’ perspectives. It allows the nurses to see the emotional 

state of the patient from the patients’ point of view. This helps to identify the various 

concerns of the patient and undertake specific interventions according to the requirements. 

Also, it helps to alleviate the sufferings. There exists a profession of compassion and empathy 

in nursing communication. 

Genuineness – It is defined as the ability of being oneself in the context of professional role. 

It according to Rogers definition is willingness to be open and not hide any professional 

messages. Nurses evolve experts through their clinical experiences and their professional 

selves agrees with their personal selves. For anew nurse, this evolution is not easy in the 

initial clinical setting. The nurses can be genuine by reacting to persons feelings. For eg, 

nurses should feel sympathetic when the patients are expressing grief and nurses should laugh 

when the patient says some joke.  

Hlidegrad Peplau explored the nurse-patient relationship by a theory which consisted of five 

phases: orientation, identification, identification, exploitation, resolution and termination. 
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Conclusion 

Hence, for establishing a good nurse- patient relationship, nurse should first accept it as 

primary responsibility and use patient centered approach to provide necessary requirements 

to the patient. The nurse should function within the boundaries of personal, ethical, legal and 

professional. They should also respect the uniqueness of each patient and respect them at 

every point of changes in health. They should accept all the five principles before engaging in 

communication with the patient.  

In the above described case study. Jac, the nurse maintains all the five principles of nurse- 

patient relationship while communicating with Marina who was the patient. Hence, the 

communication took place and both patient and nurse felt benefitted since patient felt relaxed 

after communicating with nurse whereas the nurse had a feeling of satisfaction when she 

communicated with the patient for a while. 
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