Supplementary File -2
The script of the educational videos on Interpersonal Communication Skills 
Script of the first video A video script of proper IPCS by examples of successful IPC and theory.



(With background music and the following point is displayed at the bottom of the screen.)
Animation: –
“Interpersonal Communication Skill”


Narrator: – “IPC is another specifically important term of human communication.”
Animation: –A photograph IPCS of a face-to-face communication is displaced



Narrator: – “In IPC, Information, ideas and feelings are exchanged between two persons.” 
Animation: –Information ideas and feelings 


                                                                                                                 
Narrator: – “There are some skills to be improved by the communicator, If an IPCS is to be more effective”
Animation: –Productive IPCS 


  
Narrator: – The objective of the video is to make you aware of IPCS as a health communicator.
In communication approximately 40% of verbal and 60% of nonverbal communication take place.
Therefore we here we have to be more concerned not only by speaking by words but also by gesture and posture.
Animation: –A picture which depicts the percentages of verbal and nonverbal of a communication is displayed.



Narrator:- Watch this video with much concentration that took place with regard to an effective IPCS. After that let us discuss the positive aspect of it.
Animation:- IPC count down for the video.



PHM: – (A primary health care worker is working in her room writing something.)
Mother: – (A mother arrives at the door and speaks to worker) “miss”
PHM: – (Raising her face and invites the mother with a smiley face.) “Come come.”
Mother: – (Mother sits on the chair smiling)
PHM: –  (Worker stops her writing and pays attention towards the mother with a smiling face and she introduces herself.) “I am Miss Kumari. Mother, what is your name?”
Mother: – “I am Thushani.”
PHM: – “Or yes, Dr.Lasantha told me about you.”
Mother: – “Yes.” 
PHM: – “That you are coming to discuss about your baby.”
Mother: – “Yes miss.”
PHM: – “Ah, ok did you come early in the morning.”
Mother: – “Or yes, I came early in the morning on the 6 O’ Clock bus. If not, the next bus is at 8 O’clock. That’s why I came early in the morning.’’
PHM: – “So mother tell, what has happened to your baby.”
Mother: – “Oh miss, scare now, There is no point how much the baby is fed, the weight of the baby is getting lesser and lesser. Baby is fed as you have instructed.”
PHM: – “Worker is listening very carefully. with agreement. (Hmm…)”
Mother: – “But look miss, this time also weight of the baby is going along the red line” (Mother shows CHPR to PHM)
PHM: – “Let’s see (Pay attention to the book). It is running along with the red zone. Isn’t it mother?”
Mother: – “Mother shakes head for agreement.”
PHM: – “Baby is almost completing 9 months. Isn’t it?” (Looking at both book and mother)
Mother: – “Yes miss its 9 months.”
PHM: – “Talk about some home details.”
Mother: – “This is my second baby. Elder baby is going to Montessori. She is 3 years. My husband is a mason. My mother is also living with us. She is also not well, and bed ridden.”
PHM :–  (Nodding head expressing agreement) “The work has to be done... Alone...Isn’t it?”
Mother: – “Yes miss... The work is done alone.”
PHM: – “tell me... The way the body is fed.” (Closing the baby’s book... Leaving it a side)
Mother: – “Miss meals means…. Very reluctant to eat food. I breast feed in the morning. Apart from that only a half a cup is given out of 1 ½ cups of milk powder.”
PHM: – “OK. OK. (Head nodding)”
Mother: – “The paste is given according to the exact way you have told to prepare, but if oil is added he / she doesn’t eat. With a great difficulty about 1 ½ spoons out of that is fed.”
PHM: – “Is it fed difficultly?”
Mother: – “Oh yes miss. It is very difficult. So, if it’s felt not enough, I sometimes give… like a biscuit.”
PHM: – “Ah…”
Mother: – “In the afternoon and at night of course I only give my breast-feeding miss.”
PHM: – “Only mother’s milk is given?”
Mother: – “Yes.”
PHM: – “Mother... You said that you give the paste the way we say to prepare. Isn’t it? So... Is that all eaten?” 
Mother: – “Oh! No miss… Whatever the best way it is made, he / she don’t eat half of the amount what is made.”
PHM: – “A….h!”
Mother: – “About a half is fed with great difficultly.”
PHM: – “Then…… Is mother’s milk fed at night?”
Mother: – “Yes… miss.”
PHM: – “About how many times does the mother’s milk is given?”
Mother: – “At night… miss ah... Giving about two times.”
PHM: – “Aaah…. (Nodding the head) then is the mother’s milk given even before meals?”
Mother: – “Yes miss…. giving even before meals” 
PHM :– (Nodding the head) “is porridge also given?” 
Mother: – “Yes.”
PHM: – “So… mother you are giving… this…. fish and meat also… aren’t you?”
Mother: – “Yes miss… meat and fish given.”
PHM: – “How are they given?”
Mother: – “Miss….. Meat, fish mean…. kinds of…. meats of course it is boiled and… this…. stock is given to the baby… this… pieces are not given…”
PHM: – “Boiled and is only the stock given?”
Mother: – “Yes… miss.”
PHM: – “Why only the stock is given?” 
Mother: – “It’s our mother miss…. has told those day’s….. Meat, Fish wouldn’t digest in babies….. That means…. that… therefore only giving the boiled soup is enough it seems. Mother says that was the way we were taught by giving liquid porridge. That’s why miss it’s given in that way. Mother says it’s even easy for digestion.”
PHM :–  (Listens….. nodding the head) “aah…. that’s what the matter there… mother. When excessive kinds of liquids are drunk baby’s stomach gets loaded, then nutritious things won’t be in…. know? So, baby should be fed…. things like meats, fish and starch, when it is not so… only the weight will lose.”
Mother :– (listens………. nodding the head)
PHM: – “Do you understand mother… now Why the baby is not putting up in weight?”
Mother: – “Yes, Miss our way of feeding is wrong… know? All this time we have fed the baby in the wrong way know…..”
PHM: – “Therefore mother let’s do this way and see. Feed the meals in fluid. from”
Mother :– (Listens with concern)
PHM: – “Don’t breast feed when meal timing is coming close. Stop giving porridge also.”
Mother :– (nods)
PHM: – “Let us do see like this for a few days. Now tell me mother… according to your understanding… How to feed the meal?”
Mother: – “Aah, Meal should be thickly prepared and feed the baby.”
PHM: – “Hmmm….”
Mother: – “Refrain giving porridge to baby. aah…. I’ll not breast feed the baby when mealtimes come close,”
PHM :–  (Nodding the head) “According to our discussion…. baby’s loss of weight due to feeding excessive liquid food. Therefore, let us lessen liquid food and increase solid food and feed and see.”
Mother: – “(Listens with concern)”
PHM: – “Mother… only you….. Yourself could change this….. Isn’t it right..., mother…..”
Mother: – “Say yes nodding the head.”
PHM: – “Mother…….. Do you need to know, anytime else?” (Asks….. placing the hand on Mother’s shoulder)
Mother: – “Oh! no miss… I understood all what you have explained to me. I now realize the way how the baby should be fed.”
PHM :–  (Nodding) “Mother……. It’s good that you visited me. Let’s continue in this manner and see in a month.” 
Mother: – “Ok miss Ok (Smiling) then miss I’ll see you” 
PHM: – “OK” (Smiling)
Mother: – “Thank You very much miss.”
PHM: – “OK” (nodding the head with smile)
(Background Music)
Narrator:- “The client left happily after the conclusion of a successful discussion. Let us now identify the positive skills that were in that inter personal discussion. For the convenience of the following discussion, let us divide study into three steps.
Animation:-The beginning of discussion 2 the content of discussion and 3 conclusions of discussion.




For successful communication these 3 steps must be succeeded. 
Let us now study the communication skills shown at the beginning of this discussion.
Animation: –The beginning communication skills



Animation: –Mother: – “Miss” (Mother comes closer to the door and calls PHM. 
PHM :– ( Raises head looking) “come come.” (Says with a smiling face)





Narrator:- In a successful discussion the client should be welcomed warmly-heartedly.
Animation: –With the above photograph
Warm welcome on screen

 

Animation: –PHM: – “I am Miss Kumari what is the mother’s name?”



Narrator:- Self-introduction is very important before the discussion. Whenever necessary.
Animation: –With the above photograph
The self-introduction is shown on screen.

	

Animation: –PHM: – “Coming to discuss about your baby.”
Mother: – “Yes Miss”
PHM: – “Aha… Hah... So, came early in the morning?”
Mother: – “Oh… Yes miss, Came early in the morning.  6’clock bus knows. If not, the bus is at 8 o’clock, therefore come early in the morning'”






(This part of the video is abstracted and shower on screen and shower as a photograph at the end

Narrator:-Engage in a short friendly conversation with the client in view of developing a heartfelt. environment for the discussion. In here it could be inquired about the ‘where-abouts’ mostly. But do not inquire about the reason why he or she had come for.
Animation: –With the above photograph
The short conversation shown on screen.

 Animation: –	

Animation: –With background music at the beginning of the discussion.
· The friendly welcoming of client
· The self-introduction 
· Continuation of the began short conversation.






Narrator:-  Now Let us study the content of effective communication skills as the main part of this discussion
Animation: –1. The beginning
2. The Content
3. The Conclusion





Animation: –2. Content
Shown as communication skills on screen.




Narrator:- Here it is mainly studied the verbal and nonverbal as communication skills  separately.
Animation: –Verbal
Nonverbal



Narrator: – “Verbal Communication skills”
Animation: –Verbal Communication skills

Animation: –PHM: – “So mother tell will you, what has happened to the baby” 



Animation: –By taking this clip from the video show on screen and a photograph from the ending part are shown on screen continuously.




Narrator: – To know the main cause of the discussion, first an open-ended question should be asked.
Animation: –With the above photograph
First an open-ended question


Open ended questions.	
Narrator: – “Open ended questions”

Animation: –Open ended questions


Close ended questions: Ask questions to get answers like Yes, No, Can’t etc. by close ended questions. 
The baby has lost weight. Hasn’t he? Then Yes’ is the answer
Animation: –
Close
Close ended question
Short answer
Question
The baby’s weight has lost know?
Answer - Yes






Narrator:-  “But, that question could be asked in this way as an open ended question.  “Tell what has happened?” Then the client would answer his matter the way he feels. You could give more information through asking an open-ended question at the beginning of the conversation.”


Animation: –
Open
Open ended question
Detailed Answers

Question
Say what has happened?



 



Narrator:-  Therefore ask an open ended question at the beginning of the conversation
Animation: –
Open ended question
Detailed Answers

Close ended questions
Short answers
 Yes







Animation: –PHM: – “So, Mother tell. Will you, what has happened to the baby?”
Mother: – “Oh! Miss look….. How much it is fed. The purpose is not met. Baby’s weight is gradually becoming lesser and lesser. The baby is fed the way you have explained.”
PHM: – “Hmm..” (Listens carefully with agreement) 
 Mother: – “But… Miss sees know. Even this time it is going along with red line know.”
(Snowing the baby is…CHPR…book)



	




Narrator:-   After asking an open ended question the client tends to be free to express self-opinions. In this juncture you should be aware of… not to disturb his/her flow of opinions / ideas. You should listen to those.
Animation: –With the above photograph
Not disturbing the original statement



Animation: –PHM: – “It seems like red color…. know. Mother” 


Animation: –Mother: – “About 1 ½ sports are fed.”
PHM: – “Is it fed with difficulty?”
Mother: – “Oh! Yes….Yes misses with the greatest difficulty.”





Narrator:-  It is very important to respond positively to that feelings and opinions of the client. By repeating several words what he/she is saying, you would express that, you are very concerned about his/her opinions.
Animation: –With the above photograph
Productive very bad response

 


Animation: –Mother: – “This is the second baby. Elder baby is going to Montessori. 3 years. Husband is a mason. Mother is also living with us. She is also not well. She is bed written.”
PHM :– (Nodding the head with agreement) “Work has to be done by only yourself. Isn’t it?” 
Mother: – “Yes. Miss.”






Narrator:- You have to come down to the level of the client as you have to insist this matter is realized as if it is yours. Then the client will have confidence in you and explain facts. This is known as empathy.
Animation: –With the above photograph
Empathy




 Animation: –PHM     : -  “Now mother you told that it is given as a paste didn’t you?  So, is all fed of what is prepared?”	
Mother: -  “Oh! no… Miss. Whatever and however it is prepared he doesn’t eat even a half of    that. ”                                                                                                             
PHM     :-  “wow…ah…’’	
Mother: -  “Even about half is fed with great difficulty.” 
PHM    :-  “Then…is mother’s milk feed at night?”





Animation: –
Mother: -  “Yes miss it’s given.”
PHM    :-  “How many times is the mother’s milk given?’’ 
Mother: - “At night miss...aah.. given about two times.” 
PHM    :-  “Aah…(nodding) then. Is the mother’s milk given before meals?’’
Mother: -  “Yes… even given before meals.” 
PHM    :-  “(Nodding) then. Is the porridge given even before meals?’’ 
Mother: - “Yes.” 








Narrator: - “In order to realize the issue the flow of the discussion should be disturbed. When necessary close-ended questions must be asked to get answers like, yes, no, can’t etc.”
 Animation: –With the above picture
Close-ended questions when necessary




                     Animation: – PHM     : - “So mother….this….is fish and meat given to baby?’’
Mother   : - “Yes miss fish and meat are given” 
PHM      : - “What is the way it’s given?’’ 
Mother   :-  “Fish , meat mean miss… those meat is boiled and… this…. We give the stock as a soup to baby… this… pieces are not given.” 
PHM      :- “Boiled and only stock is given?’’
Mother   :- “Yes miss.” 
PHM      :- “Why only the stock is given?’’
Mother   :- “Our mothers only have told those days that fish and meat would not digest for babies it seems.”  










           

    
Narrator :- “Questions should be forwarded in view of getting the opinions and confidence in clients. Avoid condemning those opinions at once. Explain facts kindly.”
Animation: –Mother   :- “We were also learnt by giving porridge. That’s why miss it happens that way. Mother only says that it’s easy to digest.” 
PHM      :- (Listens with agreement by nodding) “Aah… Mother that is the problem”  



Narrator :- “Must listen to the client and understand the problem.”
Animation: –With the above photograph
Identifying the problem




 Animation: –PHM      :- “When many kinds of liquid are drunk baby’s stomach will get filled up.’’  
PHM      :- “Feed the meals in fluid form.’’ 
Mother   :- (Listens carefully)
PHM      :- “Don’t feed the milk to the baby, when the meal times are closer. Even giving the   porridge should stop.’’









Narrator  :- “Short sentences should be discussed in the discussion. It is easy the client to understand your ideas.”
Animation: –
With the above photograph
Short sentences




Narrator: - “Should not use long sentences with a collection of ideas. If long sentences are used, it is difficult to understand what you say.”
(It appears on screen, showing a diagram of long sentences)
 Narrator: - “As an example stop giving porridge and prepare meals in fluid form and feed.”
When this sentence is divided into two parts, its idea can be easily understood. 
        1.Stop giving porridge.
 2.Prepare meals in fluid form and feed.
 Animation: –  Stop giving porridge and prepare meals in the fluid form and feed.
        1. Stop giving porridge.
         2. Prepare meals in fluid form and feed.






 Narrator :-  “Use short sentences. It is a reason to make the discussion successful.”
 Animation: –With the above photograph
Short sentences




   Animation: –PHM     :-  “when drunk too much fluid, the baby’s stomach would get filled up’’




Narrator :-  “Use appropriate and simple words according to the level of knowledge of the client during the whole discussion. Avoid using scientific words or complicated words.”
Animation: –With the above photograph
Simple words


 


Animation: –PHM  :-  “Mother now you told know that you are preparing as a paste and giving?  Is all what is given, eaten?’’ 


 

    (Extracting these two parts from the video and shown on screen with a photograph of     its ending part appearing still on screen continuously.)
  Narrator: - “It should be spoken very pleasantly during the whole discussion.”

Animation: –With the above photograph
Pleasant nature of the voice


      


 (Background music and along with that)
Animation: –Verbal communication skills
· Addressing in a pleasant tone
· Usage of simple words
· Usage short sentences
· Frist, an open – ended question
· When necessary, a close ended question 




   



Animation: –Nonverbal communication skills
· Not disturbing the first statement
· Productive verbal responses
· Showing empathy
· Not criticizing opinions
· Identifying the matter











Narrator :-   “Let us now study the Nonverbal communication skills within this discussion..”    
Animation: –Nonverbal communication skills



Narrator :-   “The discussion should be conducted with the eye contact of the client throughout the discussion as to show the concentration towards the client. When the client is sharing ideas, if you look at another direction or speaking towards looking at another direction it is an obstacle to build up a good relationship.”
(Relevant places in the discussion is shown on screen without the sound) 
Narrator :– Eye Contact 
Animation: –Eye contact
With a photograph ideally distanced
Between eyes




Narrator: – “It is very important to show in the stance of been respective to Client”
[bookmark: _Hlk40084676][bookmark: _Hlk40084615]Narrator: – “Showing as a sign of respect to client, slightly lean or incline towards the client”
Animation: –Slightly lean forward 
Appropriate pictures are screened.
d Lean forward


  



Narrator :– You show that you disrespect the client’s opinions by the postures of folded  hands and one leg on the other.

Narrator :– Therefore staying in a good stance will be helpful for productive communication 
Narrator: – Your body movement is very important to confirm what you say.
[bookmark: _Hlk40086611][bookmark: _Hlk40087591]Narrator :– (White a part of body movement is appearing on screens a photograph of keeping the hand on MS shoulder. Appears on screen later.)
Animation: –
With the above photograph
Proper body part movement




Narrator: – You must change your facial expressions accordingly in order to express that you properly understood what the client says and to show your respect to him.
Animation: –With the above photograph
[bookmark: _Hlk40089435]Facial expressions




Narrator :– Things like expressing agreement and nodding should be done in order to show that the client is well listened. 
 
[bookmark: _Hlk40088879](While appearing appropriate picture frames on screen a suitable photograph extracted)

Animation: –Photograph
Nonverbal responses

(With background music)
Animation: – 				 Nonverbal communication skills 
· Eye contact 
· Appropriate body posture
· Proper body part movement
· Facial expressions

[bookmark: _Hlk40089625]Narrator:– Let us now study the performing features at the conclusion of the discussion.
Animation: –of the discussion
1. The beginning 
2. The content 
3. The conclusion 
Of the discussion
3. The conclusion


 Animation: –PHM :– As the way we spoke about feeling excessive kind of milk is the reason for baby’s weight increase. Therefore, let us try to decrease liquid meals and increase thick meals and feed the baby.

Mother :– (Listens very carefully)

PHM :– “Mother, you yourself can change this” 



	


 Narrator :– Summarizes the fact that was discussed before the discussion was over. 

 Animation: –
The above photograph
Summarizing

(As appears on screen)

Animation: –
PHM :– Mother…. Now tell, how to give meals according to your knowledge…. Mother

Mother :– Aah…. Should make the meals in fluid form and feed the baby. 

PHM :– Hmm….

Mother :–  Avoid feeding porridge ah…. Avoid giving my milk when baby’s meal timings are closer.










Narrator :–   It is important to realize whether it understood the points and facts that were discussed in the discussion.

Animation: –
Above photograph
Testing the understanding





[bookmark: _Hlk40093591]Narrator  :- “Is it understood the things that I said tell me what you understood”. Just like that during the discussion the client should be questioned to see whether he/she understood.

  Animation: –	Photograph
Testing the understanding



  Animation: –
PHM :– Right know…. Mother

Mother :– Showing yes by nodding 

PHM :– “Do you need to know anything else. Mother?”

Mother :– “Oh! No…. miss. I understood how to feed the baby.”







 Narrator :– Giving an opportunity for client to ask questions before the conclusion of
 the discussion.  
 Animation: –
[bookmark: _Hlk40095238]The above photograph
Spare a moment ask questions.



 
Animation: –
PHM :– It is very good that you come to see me…. Mother. Let us do like this and see for a month.

Mother :– (Smiling) ok miss ok. Then miss I will go and come.

PHM :– (Smiling) right ok.






 Narrator :– Thank the client for attending and dedicating time in this discussion.
Concluding the discussion amicably. 
 Animation: –The above photograph
Conclusion 


[bookmark: _Hlk40095575]
(With the background music)
Animation: –At the end of the discussion
· Summarizing
· Testing the understanding
· Allowing an opportunity to ask questions 
· Ending the discussion amicably 





Narrator :– Inter personal communication.
End of 1st video about proper communication.
The Second Video - Script(B) A video depicting the examples on bad Interpersonal Communication.


(Background music) 
 Animation: –Interpersonal Communication



Narrator :- Let us study this discussion of the same mother whom you were taking part in the discussion with the same matter now with another PHM. (Mother and the PHM in the final video photograph in short on screen)
Video 2 – Inter-personnel communication skills.
(Time is indicated as a countdown for the beginning of the video)
· PHM is engaged in self-duty when Mother arrives to meet the PHM. Mother was seen by PHM and says like this… 
PHM: – who is there, come and sit. Mother… What is the matter? (Mother comes and sits, looking so PHM says)
Mother:- Miss… here….

PHM:- Yes. What’s the problem?

Mother:- There are few issues missing.

PHM:- (PHM doesn’t show much concern… looking at the phone) Issues of course.. 
We all have. Tell me what’s your problem is today.

Mother:- “Baby’s weight is down. this time also it’s red in the book. (Showing the book to PHM)
PHM: - Ahaa… This is the child’s matter whom Dr. Lasantha sent… isn’t it?  
       (Grabbing the book and continues the conversation)
       Child’s weight has gone down… know?

Mother :-  (Mother nods) Anee… miss… now the baby is almost 9 moths. Feeding is done according to you-miss are taught... But miss the baby’s weight is not increasing miss, Now I’m scared also… about the baby.
(PHM: – Listens to mother with folding hands showing no presentable facial expression)    

PHM    : - “It’s like this know mother, now you people come here and get afraid for no purpose   and that’s not right. You are the people who decide the way of eating and drinking. No problem will rise up today the way we advise you now to feed the child”. (Mother listens by nodding)
PHM    : - “Are you feeding biscuits to the baby?” (Asks by pointing a finger)
Mother: - “Yes”	
PHM    : - “Are you feeding milk powder to the baby?”                                                                                                    (Asks by pointing a finger)
Mother: - “Yes”	
PHM    : - “Are you feeding fish and meat to the baby?” 
Mother: - “Only the meat stock is given”.
PHM   : - “So…that’s why mother. How come babies’ weight will increase by giving so the child will definitely go under develop and no child’s brain development and the child will grow thin” (PHM stretching the hand towards mother communicating without any pleasant manner) 
Mother: -  “OH… Miss what can I do now to in increase the baby’s weight”.                                 (Asks lowering the head in and innocent manner)
PHM   : - “You now do like this mother. Stir fry milk, egg, meat and fish all together and add rice and vegetable and make all as a paste and feed the baby 1 ½ teaspoons each 3 times a day. The other thing is never feed the baby with any kind of liquid. Ok? When they are given what happens, is that the baby’s weight will not increase. only the stomach will get filled up. The weight will not increase”.                      
(PHM Stretching out the hand and explaining while the mother listens it, nodding showing agreement).
PHM    : - “OK mother, Let us feed the baby like this way and increase the baby’s weight. (Says… looking at the baby's book) Ok then… go and come. Ok (Says smiling and gives the baby’s book to the mother.)                                                                                                          (While mother getup to leave, PHM takes her mobile phone and looks at it)
Narrator: - “After that discussion, the client left unhappily”.                                                                    
Animation: –    
Client left unhappily- appears on screen as weaknesses of communication.


Narrator: - “Let us now discuss the drawbacks in that interpersonal communication skills.
Animation: –                                                                                      Mother: - “Miss… This”                              
PHM    :- “Yes, What’s the matter” 
Mother: - “Miss… There are many problems. Miss”                                                                          (PHM - Looking at the mobile phone without any care)
PHM   :- “Problems of course mother.. We all have. Tell … what the problem is today”.                                                                              







Narrator: - at the beginning of the discussion
· Did not welcome the client warmly at the beginning of the discussion.                             
· Did not introduce the self.
· Did not create a short friendly dialogue in view of having a pleasant background for the discussion.

 Animation: –At the beginning of the discussion.
· Pleasant welcoming of the client. 					x
· Self-introduction.							x
· Having the short friendly dialog when saying each point, 		x
one by one like this… it appears on screen) 






Narrator: - “Let us now discuss the drawbacks of verbal and nonverbal communication skills that were     in this discussion”                                                                                                                                                                
                  (Inclusion is based on a photograph of PHS’s and mother’s dialogue)    
 Animation: –Verbal
Nonverbal


   
(Background music)
Narrator:- “Verbal skills



 Animation: –Verbal

                                                   

 Animation: –PHM    :- “Who’s there? Come and sit. Mother what’s the matter?”                                            (Mother- comes and sits. PHM looks towards and says this)
Mother:- “Miss.. this.” 
PHM   :- “Yes what’s the matter?” 
Mother:- “Miss... There are many problems miss.”                                                                             (PHM does not mind and looks at the mobile phone)
PHM   :- “Problems.. of course, mother everybody has. What’s the problem today?” 
Mother:- “Miss here... My baby’s weight has gone down. This time also in red color in the book.” (Says showing the baby’s health progress chart)
PHM   :- “Ohh this is Dr. Lasantha   sent child’s problem know?                                                      (Grabs the book and continues the dialogue)                                                                                                  Child’s weight has gone down know?














Narrator:-  At the beginning of the discussion
·      No open-ended question was asked at the beginning of the discussion.
· Asked a closed ended question.
· Did not give a car until the client’s beginning statement was over.
· The division was not conducted in a kind manner. 
· Did not show any interest towards the client nor what client productive verbal responses. 
 Animation: –Verbal communication skills
· First an open-ended question.			x
· At the beginning a close ended question.  	x
· Not disturbing the first statement.		x
· Addressing in a friendly tone. 			x
· Productive verbal responses.			x







Animation: –
Mother :- (Mother nods)
           Anee… miss… now the baby is almost a month. Feeding is done according to you-miss are thought. but miss the baby’s weight is not increasing miss, Now I’m actually scared also… about the baby.
(PHM – Listens to mother with folding hands showing no presentable facial expression)    

PHM    :-  “ It’s like this know mother, now you people come here and get afraid for no purpose   and that’s not right. You are the people who decide the way of eating and drinking. No problem will rise up today the way we advise you now to feed the child”.                                                                 (Mother listens by nodding)
PHM    :- “ Are you feeding biscuits to the baby?”
                   (Asks by pointing a finger)
Mother: - “Yes”	
PHM    : - “Are you feeding milk powder to the baby?”                                                                                                          (Asks by pointing a finger)
Mother: - “Yes”	
PHM    :- “Are you feeding fish and meat to the baby?” 
Mother: -  “Only the meat stock is given”.


















PHM   :-  “So…that’s why mother. How come babies’ weight will increase by giving so the child will definitely go under develop and no child’s brain development and the child will grow thin” (PHM stretching the hand towards mother communicating without any pleasant manner) 
Mother: -  “Ohh… Miss what can I do now to in increase the baby’s weight”.                                 (Asks lowering the head in and innocent manner)
PHM   : - “You now do like this mother. Stir fry milk, egg, meat and fish all together and add rice and vegetable and make all as a paste and feed the baby 1 ½ teaspoons each 3 times a day. The other thing never feed the baby with kinds of liquid. Ok? When they are given what happens, is that the baby’s weight will not increase. only the stomach will get filled up. The weight will not increase”.                      
(PHM Stretching out the hand and explain while the mother listens it, nodding, showing agreement).










Narrator:-
· Client’s opinions were criticizing at once. 
· Did not show empathy. 
· Did not identify the problem properly.
· When explaining points, simple was not used to make it understandable.
· Didn’t use short sentences to express ideas.
· Didn’t understand what was told because long sentences were us.   
 
 Animation: –Verbal communication skills
· Not criticizing opinions.		x
· Expressing empathy.		x
· Identifying the problem.		x
· Usage of simple words.		x
· Usage of short sentences. 		x







(Background music)
Animation: –Nonverbal



Animation: –Mother: – Miss… There are many problems. Miss, 
(PHM does not mind and looks at the mobile phone)
PHM: – Problems of course mother… everybody has. Tell… what’s the problem today?





Narrator: – “Didn’t show any concern about the client and didn’t maintain any eye contact.”
(A photograph appears on screen showing how PHM works herself while the discussion going on between Mother and PHM when watching at Mother and PHM)
(The following points appear on screen along with background music)
 Animation: –Nonverbal communication skills
· Eye contact 		x
· Suitable posture 		x
· Appropriate gesture 	x
· Fail expressions 		x




 Animation: –
	
PHM: - Ok mother, let us now feed this way and see… to increase the child’s weight.
             (Says… looking at the baby’s book)
Ok… then. Go and come right. 
             (Says like that smiling and gives the baby’s book mother)



 Narrator:- At the end of the conversation
· At the end didn’t confirm herself whether the client clearly understood what was discussed at the discussion.
· Didn’t summarize what was discussed.
· Was not given a chance to ask questions.
· The discussion didn’t end in a friendly manner.
· The client left unhappily.

      Animation: –At the end of the discussion
· Testing the understanding.				x
· Summarizing.						x
· Flowing opportunity to ask questions.			x
· Concluding the discussion in an amicable manner.	x    






 (The following points appear on screen along with background music)
       Animation: –At the end of the discussion
· Summarizing.					x
· Testing the understanding. 			x
· Allowing opportunity to ask question.		x
· Concluding the discussion amicably.		x







Examples of Improper IPC Video Ends  
