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Communication and Quality and 
Safety in Healthcare

Overwhelming evidence illustrates the close relationship between 
effective communication skills and the quality and safety of 
healthcare delivered to patients 1



How to improve communication 
skills?
We set out to:

• improve clinical communication with patients

• teach this to 100s of health professionals (medical students)

• offer accessible sessions - out of hours, and throughout the year

• use role play simulation and simulated patients

• evaluate the interactions

• do it ONLINE

What are your immediate reactions and concerns?



Lots of concerns!

“Please no, not another online module!”

“The expense!”

“Yeah, right… they’re crazy!”

“What about the feedback?!”

“If you ask me to do the scheduling, I’m leaving!”

“No, but seriously, what about the feedback?!”



OSPIA (version 1)

A clinical communication 
skills online training platform, 
designed to increase practice 
& reflection and provide 
feedback & assessment. 

The program aimed to 
respond to many issues 
including:
oAccessibility
oConsistency
oEquity
oDiversity
oCalibration
oFeedback and follow up 
oSupporting students in 

difficulty.



Architecture



Initially...







Anything is possible...
but what is good?

SP feedback:

• Profile  

• Calendar system 

• Preparation

• Annotations in interview

• SOCA Evaluation

• Calibration 

• Reviewing the appointment

Student feedback:

• Appointment times

• Choosing SP's

• Managing the interview

• SOCA forms

• Understanding non-verbal 
feedback 

• Reflection 



OSPIA
Program
Instructions on how to use the OSPIA VETME platform 

for the UNSW Medicine & Health Phase 1 Program.

(VETME - Video Education Tool for Measurement and 

Evaluation)
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The
Landing 
Page



The
Dashboard



The Profile



The
Training



The SP 
Calendar



The
Student 
Calendar



The
Appointment



The SOCA



The
Feedback



So… How did we do?

Do we get your thumbs up? 

Or thumbs down?!



How did we do?

Our student comments:

“convenience of practicing communication skills from 
anywhere… good for both the student and the simulated patient”

“a recording of your history with feedback on your performance - 
can revisit it anytime and track progress”

“detailed feedback”

“The playback feature and the analysis is super handy”



How did we get to where we are now? 

Years of collaboration – started in 2015 – to improve quality

• Students - 2 x PhDs at USyd – Chunfeng Liu and Khushnood 
Naqshbandi

• Researchers - USyd and UNSW Academics

• Health professionals - UNSW Medicine Phase1 students 

• Industry - Changineers – Ed Tech Social Enterprise

• and many, many members of the UNSW Simulated Patient 
community
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Q&A time...

And let's use OSPIA 
to include one of our 
other collaborators – 

an SP from Sydney!

https://ospia.apps.changineersplatform.com/ 

https://ospia.apps.changineersplatform.com/


We are always interested to chat further!

Silas.taylor@unsw.edu.au

renee@changineers.com.au

mailto:Silas.taylor@unsw.edu.au
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