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The CHATO Training 
 
Goal. The goal of this course is to increase awareness of the importance of effective communication 
with older adults and to use evidence-based person-centered communication during interactions with 
older adults in nursing homes and other health care settings. 
 
Intended Audience. This course is designed for staff in nursing homes, independent and assistive 
living, and health care settings in the community that include registered nurses, nursing assistants, 
nursing home dieticians, direct care professionals, other administrations and support employees. 
 
Length. The total program is approximately 3 hours, split into 3 modules. Each module is 
approximately an hour, depending on the individual user. Upon completion of all three modules and 
70% on a posttest, a certificate of completion (3 nursing contact hours) will be awarded. 
 
Learning Outcomes 
After completing the CHATO program, participants will: 

1. Identify the importance of communication in nursing care of older adults.  
2. Identify barriers to communication in care of older adults.  
3. Distinguish effective and ineffective communication strategies. 
4. Identify elderspeak and its negative effects.  
5. Revise communication to reduce elderspeak and increase person-centered messages. 

 
Module 1 
Upon completion of this module, you will be able to: 

• Recognize the importance of communication to older adults. 
• Identify barriers to communication in care of older adults. 
• Distinguish between effective and ineffective communication strategies. 

 
Module 2 
Upon completion of this module, you will be able to: 

• Identify elderspeak and its potential negative messages. 
• Contrast effective and ineffective communication strategies. 
• Revise transcripts to reduce elderspeak and ineffective communication. 

 
Module 3 
Upon completion of this module, you will be able to: 

• Identify affirming communication.  
• Critique communication in video recordings of nursing home staff-resident communication. 
• Rewrite transcripts to reduce elderspeak and ineffective communication.  

 
The course content is presented by Dr. Kristine Williams, RN, PhD. There are learning activities, 
discussion forums, list of resources, pre and posttests, and evaluations at the end of the course. The 
practice activities were designed to provide opportunities to apply the knowledge and skills presented in 
the course and a virtual discussion forum is available to share experiences and reflect with others. 
 
A Certificate of Completion (3 nursing contact hours) will be awarded on successful completion of this 
course and scoring 70% or higher on the posttest. If a participant does not receive 70% or greater on the 
posttest, he or she may review the material and re-take the posttest. 
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The CHATO Training: Content Overview 
An overview of content in each module and examples of learning activities are provided. 
 
Module 1 
Welcome to the Changing Talk (CHAT) Training Module 1 

• Learning Outcomes 
• Outcome Statement 

 
Craft Video 
The participant watches the Craft video and rates the staff speaker’s communication. The discussion 
breaks down the interaction and identifies the ineffective communication, both verbal and nonverbal. 
The discussion also includes what she could have done differently and what the staff speaker does well. 
 
The Importance of Communication 
The importance of communication is discussed in general and in the nursing home setting. 
Communication helps us to exchange information and to communicate our needs as well as to meet the 
needs of others. This includes physical needs, social needs, and emotional needs.  
 
Benefits of Effective Communication and Practice Activity 
The slide discusses 8 benefits of effective communication:  reducing problem behaviors, preventing 
mistakes, increasing job satisfaction, decreasing power struggles, increasing resident satisfaction, 
encouraging independence and self-care, enhancing self-esteem, and improving quality of care. The 
participant then completes a practice activity reinforcing who benefits from effective communication. 
 
Elizabeth Layton 
Elizabeth Layton was a woman who suffered a stroke and used art work as a way to cope with her 
depression while living in a nursing home.  She developed a series of drawings entitled “The Motherless 
Child” that dramatically show how an older adult experiences living in a nursing home. Elizabeth 
Layton’s drawings in this series are used through the training and in the posters to illustrate the 
resident’s perspective about communication and life in the nursing home. Two prints are discussed and 
resistiveness to care and elderspeak are introduced. 
 

 
 
Communication Activity Checklists 
The participant is asked to think about past successful and unsuccessful communication encounters and 
to reflect on specific characteristics that make the encounter successful and unsuccessful.  These include 
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the environment, shared language, common frame of reference, mental abilities, openness, expectation 
of response, and respect and trust.   
 
Components of Ineffective Communication 
Ineffective communication strategies are discussed. These include: ignoring talk, changing the subject, 
using platitudes or being judgmental, elderspeak, using closed questions, giving advice, and asking why 
questions. 
 
Effective Communication – Verbal and Nonverbal 
Positive verbal strategies include: addressing resident by their preferred name, paraphrasing or restating 
what the residents says in your own words as way to check that your understanding, reflecting the 
resident’s feelings, asking for more information, and responding on topic. Nonverbal strategies 
discussed include: eye contact, tone, body position, and posture.  
 
Doctor Appointment Video Activity 1-3 
The participant watches three videos which depict interactions between staff and a resident, based on a 
real staff-resident interaction in a nursing home. This is the situation: A resident with a broken ankle is 
waiting to be taken to the clinic to get a new cast.  The staff is preparing the resident for the trip.  In 
Video 1 and Video 2, the activity has the participant identify the ineffective communication strategies in 
the video script, and in Video 3, the activity has the participant identify the 
effective communication strategies in the video script. 
 

 
Discussion Questions 
 
Homework from the module:  Identify one effective or ineffective communication strategy and practice 
using or avoiding it with residents. 
 

Video 1 Video 2 Video 3 
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Additional Discussion Questions: 

1. How do you use communication when working with residents?  What are the benefits to using 
effective communication from your perspective?   

2. What are the characteristics of successful communication? What have you noticed when 
communicating with residents? 

3. What ineffective strategies have you seen when working with residents? How have residents 
responded or reacted? 

4. How does your nonverbal communication impact your ability to interact with residents? 
5. What do you see in the Elizabeth Layton prints?  How is the resident feeling? 

 
Module 2  
Welcome to the Changing Talk (CHAT) Training Module 2 

• Learning Outcomes 
• Outcome Statement 

 
Professional Communication Style Questionnaire 
The participant completes the professional communication style questionnaire and is asked to reflect on 
their own style of communication. 
 
The Motherless Child by Elizabeth Layton 
Another Elizabeth Layton print is presented and discussed.   
 

 
 
Communication Challenges of Aging 
Normal vs. abnormal communication challenges that occur with aging are discussed. The participant is 
asked to use their own expertise to think about how residents adjust, successfully or not to normal 
changes of aging as well as disease specific changes that may make communication more challenging. 
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Nursing Home Communication Challenges 
Four types of common, problematic nursing home communication are explored: lack of interaction, 
ignoring talk, task talk, and elderspeak. Illustrations and examples include video (Lost for Words Video 
and Discussion) and audio recordings of actual nursing home communication.  
 
Communication Predicament Model 
The participant is guided though the Communication Predicament Model that explains elderspeak use 
and its negative effects. The model provides insight into how stereotypes tend to negatively impact 
communication and how the recipient behavior changes to align with the stereotyped message.    
 

 
 
 
Elderspeak Activity - Lost Videos 1-3 
Three videos of the same CNA/resident interaction are presented to illustrate differences due to 
underlying messages. The video shows a lost resident and a CNA assisting her with locating her room. 
The CNA language and communication style varies across videos. Videos one and two identify two 
characteristics of elderspeak: baby talk and controlling talk. The third video demonstrates affirming 
communication. After each of the videos the participate analyzes the script of Video 1 and 2 to identify 
inappropriate language and communication style or the appropriate language and communication style 
in Video 3.  
 

Video 1 Video 2 Video 3 
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Additional Video Examples 
Three additional videos are provided from an actual nursing home setting: Craft 2, Beulah, and Friend. 
The participate is encouraged to watch the video, identify appropriate and inappropriate 
communication by analyzing the scripts, and modifying the transcripts to improve communication.  
 
Discussion Questions  
 
Homework from the module:  Please listen to communication in your work place to identify elderspeak 
use with older adults 
 

 
 
Additional Discussion Questions: 

1. What did you notice about your professional communication style? 
2. What do you see in the Elizabeth Layton prints?  How is the resident feeling? 
3. What type of communication challenges do you see in your residents? 
4. Four types of common, problematic nursing home communication were explored.  Have you 

seen these in your nursing home or other places you have worked?  What are your experiences 
with these four types of communication? 

5. How do stereotypes that we have of older adults impact our communication with them? 
6. When you watched the Lost Videos what did you notice about the three different versions?   
7. What did you notice when you watched the additional videos:  Craft 2, Beulah, and Friend?  How 

was the resident feeling? 
 
Module 3  
Welcome to the Changing Talk (CHAT) Training Module 3 

• Learning Outcomes 
• Outcome Statement 

 
Person-centered or Affirming Communication 
Four characteristics of affirming communication are discussion:  acknowledging that the older is an 
independent communication partner, acknowledges and accepts the resident’s experience, perceptions, 
and feelings, responding to the older adult on topic, and indicating a willingness to relate to that person.  
These characteristics are modeled in the Stay Put Video. The participant analyzes the script and is asked 
to rewrite the script to include these strategies and to improve the communication. 
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Additional affirming communication covered include: using the resident’s preferred name, thanking the 
resident, and knowing the resident and their preferences.   
 
Communication Enhancement Model 
The participant is guided though the Communication Enhancement Model. The model provides a 
guideline for improving communication with older adults by making an individual assessment of 
communication abilities and only adjusting or modifying the way we talk based on the person’s needs.  
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Evaluating Communication  
Effective and ineffective communication from Module 1 and 2 are reviewed. Three scenarios (Exercise, 
Reorientation, and Visit) are presented in six videos; two versions of each scenario. One is version is 
overly nurturing, and the other is directive. The participant is asked to watch each video and rewrite the 
script.   
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Discussion Questions 
 
Homework from the module:  What was the most informative aspect of the training? What did you 
learn from this training? 
 
Additional Discussion Questions: 

1. Have you been changing your communication strategies over the last three weeks? In what 
ways? 

2. Have you seen changes with your residents? Their communication?  Their behavior?  
3. Which strategies are working?  Which need to be improved?  


