Training Role Plays

Trainer:  As part of a training for registration staff on how to ask patients about their race, ethnicity, and language, you explain how to ask patients for information about their race.  Explain how you would like the staff member to ask the question, and respond to his/her concerns.

Objective:  To help registration staff understand how to address patient concerns when being asked about race and ethnicity.
Registration staff:  You are being trained to collect race, ethnicity, and language data from patients.  Before this job, you worked at a hospital that asked this information, and you found that some patients were offended by the request, so you’re worried about asking for this information.  Example:  “I don’t think we should be asking for that – patients will be upset.”  

Trainer:  You are training registration staff on how to ask patients for information about their race, ethnicity, and language.  This is the third training you’ve run for your staff, and you keep having to explain why it’s important to collect these data.

Objective:  Explain the importance of collecting these data to staff, and how long you expect this to add to the registration process.
Registration staff:  You are being trained to collect race, ethnicity, and language information from patients.  When you’re told about this new requirement, you’re frustrated that you already have too much information to get from patients, and don’t think this is important.  Example:  “We can barely collect all the information we have to.  I don’t see why this is so important, and it will just take longer.”

Trainer:  When training registration staff about how to collect information from patients, you explain the difference between race and ethnicity and why they’re asked about separately.
Objective:  Clarify the difference between race and ethnicity, and reinforce the need to ask both questions.
Registration staff:  You are being trained to collect race, ethnicity, and language data from patients.  Your trainer has told you about the difference between race and ethnicity, but you still don’t understand why there are two question and don’t think it’s important for you to ask both of them.
Data Collection Role Plays
Registration: It is 4:30 on a Friday afternoon. The clinic is very busy today and you have registered a lot of patients. It has been a long week and you are feeling pretty tired. You are hoping that not many people come in during your last half hour.
Objective: How do you answer questions in a way that calms patient fears about immigration status?
Patient: You recently came to the US from Guatemala and you are going to the clinic for the first time in this country. You don’t have health insurance, but you have heard that people without it can still get care at this clinic. You have had a bad cough for many weeks and are afraid that you are very ill. Your English is still not very good, so you brought along your niece. You are worried that people will think that you don’t have your papers and hope that your niece can help you communicate. 

Registration: You are feeling good today. Things have been going well at work and everything at home is great. Your friend just stopped by the clinic to say hello and it put you in an even better mood.  This morning, your boss told you that you are doing a great job with the patients.
Objective: How do you ask questions when patient’s first language is not one that you speak?
Patient: You have traveled from Iran to visit your family in Cambridge. Your daughter is a professor at Harvard. You like coming to America to see how she is living. Unfortunately, you fell down the stairs this morning. Your daughter took you to the doctor on her way to a big conference that she couldn’t miss. You know some English, but she told you that there were people who speak Farsi here at the hospital who will help you.


Registration: Today has been an okay day. You are a little stressed because the clinic had a JCAHO evaluation yesterday. You weren’t working yesterday, but your boss says that staff in the clinic has to do a better job at working with patients. You aren’t really sure what this means, but you are trying to be more helpful today.
Objective: How do you address patient questions about what ethnicity means and assist them to identify theirs?
Patient: You notice a sign posted in the clinic while you are waiting in line to register. It says that the Cambridge Health Alliance is going to be collecting race and ethnicity information from all patients. You aren’t sure what this means and you are worried that you won’t know how to answer the questions.


Registration: It is hard for you to ask the new questions about race and ethnicity during registration. You aren’t really sure why the hospital needs this information anyway and it really slows down your process. 
Objective: How do you assist a patient with self-identification of all of their races and ethnicities?
Patient: It has been all over the news about how hospitals need to ask all patients for their race and ethnicity. You really dislike these questions because they force you to pick a category. You almost always say “Other” because you are Black and White and Hispanic. Sometimes you say that you are “Multiracial” but most of the time they try to make you pick and you really don’t think that describes who you are.

Registration: You just finished a very long registration process with a patient that was asking a lot of questions. Normally, you take the time to answer them and have a lot of patience, but your line is three people long! You are really hoping that the next guy is easy so that you can get rid of the line.
Objective: How do you handle a situation when a patient gets upset and doesn’t want to answer the questions?
Patient: You are surprised to hear that the person in front of you in line at the clinic has to tell the registration staff what their race and ethnicity are. You wonder if this information is being collected for the government or to discriminate against minorities. You know that you have the right to not answer these questions and you aren’t going to tell anybody about your heritage. What does it matter to your health anyway?

Registration:  It has been a busy day in the emergency room. You have had a line since you started and it is only 12 o’clock. You see a woman that you know because she comes in a lot is next in line. You wonder how she is going to respond to the new questions you have to ask about her race and ethnicity, especially since you know her pretty well.
Objective: How do you handle a situation when you are very familiar with a patient?
Patient: You are going to the emergency room for a sore throat. You come in pretty often for yourself and family members and you know the registration staff pretty well. You had to wait almost a half hour to register, but you are happy to see your friend working behind the desk.


Registration:  It is 4:00 am and you are having a rough and busy shift.  You didn’t get much sleep because your children are sick and stayed home from school.  You are irritable, tired, hungry, and worried about your kids.  You have been asking the race and ethnicity questions for a few weeks now and you realize that you can almost always guess the patient’s answers before they say it.  Your manager isn’t around and more and more patients are coming into the emergency room.

Objective: How do you record this information from all patients in a standardized way?
Patient:  You were working the night shift at Shaw's and cut your hand very deeply on the deli slicer.  You have heard from family members about the new questions that they are asking at the hospital.  Your family members told you that it was uncomfortable and frightening.  You had a discussion together about your family’s heritage and you now know that you are Brazilian, Black, and Hispanic.  You will be able to answer the hospital’s questions confidently.

Registration:  Patient Pat Willis has come to register before seeing her doctor.  You must collect race, ethnicity, and language information from Ms. Willis, who is offended when asked about her race.

Objective:  To address the patient’s concerns about being asked about race and ethnicity.
Patient:  You are patient Pat Willis and were told to go to patient registration before seeing your doctor.  You are offended when asked about your race and ethnicity.  You do not immediately provide the information, but instead express your feelings to the staff person who requested the information.  Example:  “That’s none of your business.”  

Registration:  Patient Chris Costillo must register before being admitted for a biopsy.  You must collect race and ethnicity information from Mr. Costillo, who is concerned about his privacy.

Objective:  To address the patient’s concerns about the privacy of his information.

Patient:  You are patient Chris Costillo and were told to go to patient registration before being admitted for a biopsy.  When asked about your ethnicity, you do not immediately provide the information because you are worried about who will see it and how it will be used.  Example:  “What is going to happen to the information if I give it to you?”


