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Introduction: Effective communication remains a
cornerstone of compassionate healthcare, closely linked
to patient experience and care outcomes [1]. In 2022, the
Comprehensive Communication Skills Training (CCST)
course was developed at a medium-sized trust, in response
to feedback from bereaved families and frontline staff,
aiming to improve communication in emotionally complex
scenarios [2]. Preceding the creation of the course, the
facilitators attended a two-day training in experiential
learning. Since its inception, the course has been refined;

a Patient Advice and Liaison Service (PALS) component,
produced through a listen-create-reconnect exercise
with relatives with lived experience, has been added. This
development helps attendees understand how to respond
to complaints in the moment and highlights the function
of PALS as a key support service for patients and families.
Methods: The training uses immersive simulation, with
actor role players enacting authentic patient and family
encounters. This encourages deep emotional engagement
and reflection. Participants follow the journey of an elderly
inpatient, and his wife, encountering pivotal communication
challenges during his final hospital stay.

The effectiveness of this training is credited with the

collaboration; scenarios and debrief content, which are
shaped by the real stories of patients and bereaved relatives,
whose voices are woven throughout the training. This ensures
the course content remains both emotionally resonant and
grounded in lived experience, a hallmark of meaningful
communication education [3].
Results: Approximately 300 trust staff have participated,
all describe an increased confidence in managing difficult
conversations. The newly introduced PALS module has
been a welcome addition with participants reporting a
better understanding of the role of PALS in supporting
patients. Participants have highlighted the value of the
emotional realism, the protected space for self-reflection,
and the power of hearing service user stories in their own
words.

In 2023/2024 poor communication was indicated as the
primary theme in 100% of the complaints made in relation to
end of life care. Current complaints data for the trust shows
a significant reduction related to this theme, attributable to
just 22% (1 April 2024 - 31 December 2024).

Discussion: By blending experiential learning with patient-
informed narrative and structured reflection, participants
reconsider how they listen, respond, and empathise. CCST
builds confidence, strengthening trust between staff and
patients and attendees feel directly connected to the
experiences. The simulation-based transformative I's
[4], involvement, inclusion and influence underpin this
programme. CCST’s growing reputation is leading to the
embedding of the training in multi-professional induction
and continuing education.
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