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Abstract

Background: US residents require practice and feedback to meet Accreditation Council for Graduate Medical Education
mandates and patient expectationsfor effective communication after harmful errors. Current instructional approachesrely heavily
on lectures, rarely provide individualized feedback to residents about communication skills, and may not assure that residents
acquire the skills desired by patients. The Video-based Communication Assessment (VCA) app is a novel tool for simulating
communication scenarios for practice and obtaining crowdsourced assessments and feedback on physicians' communication
skills. We previously established that crowdsourced laypeople can reliably assess residents’ error disclosure skillswith the VCA
app. However, its efficacy for error disclosure training has not been tested.

Objective:  We aimed to evaluate the efficacy of using VCA practice and feedback as a stand-alone intervention for the
development of residents’ error disclosure skills.

Methods: We conducted a pre-post study in 2020 with pathology, obstetrics and gynecology, and internal medicine residents
at an academic medical center inthe United States. At baseline, residents each compl eted 2 specialty-specific VCA casesdepicting
medical errors. Audio responses were rated by at least 8 crowdsourced laypeople using 6 items on a 5-point scale. At 4 weeks,
residents received numerical and written feedback derived from layperson ratings and then completed 2 additional cases. Residents
were randomly assigned cases at baseline and after feedback assessments to avoid ordinal effects. Ratings were aggregated to
create overall assessment scores for each resident at baseline and after feedback. Residents completed a survey of demographic
characteristics. We used a 2x3 split-plot ANOVA to test the effects of time (pre-post) and specialty on communication ratings.

Results: Intotal, 48 residents completed 2 cases at time 1, received a feedback report at 4 weeks, and completed 2 more cases.
The mean ratings of residents’ communication were higher at time 2 versus time 1 (3.75 vs 3.53; P<.001). Residents with prior
error disclosure experience performed better at time 1 compared to those without such experience (ratings: mean 3.63 vs mean
3.46; P=.02). No differences in communication ratings based on specialty or years in training were detected. Residents
communication was rated higher for angry cases versus sad cases (mean 3.69 vs mean 3.58; P=.01). Lessthan half of all residents
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(27162, 44%) reported prior experience with disclosing medical harm to patients; experience differed significantly among speciaties
(P<.001) and was lowest for pathology (1/17, 6%).

Conclusions: Residents at all training levels can potentially improve error disclosure skills with VCA practice and feedback.
Error disclosure curricula should prepare residents for responding to various patient affects. Simulated error disclosure may
particularly benefit trainees in diagnostic specidties, such as pathology, with infrequent real-life error disclosure practice
opportunities. Future research should examine the effectiveness, feasibility, and acceptability of VCA within alongitudinal error

disclosure curriculum.

(JMIR Med Educ 2022;8(4):e40758) doi: 10.2196/40758
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Introduction

Communication after medical harm typically falls short of
patients and families’ needs[1]. Patients often feel abandoned,
confused, and uncertain about how to obtain information and
support [2]. Because many physicians are unprepared for these
conversations [3,4], in 2017, the US Accreditation Council for
Graduate Medical Education (ACGME) required all residents
to receive training on how to disclose adverse events and
participate in the “real or simulated” disclosure of harm events
to patients and families [5]. Unfortunately, many US residency
programs do not assure that graduates achieve competency in
these skills. In 22021 survey of over 11,000 USresidents, 28%
of respondents reported receiving no training in error disclosure.
Of thosewho did, only 9.2% underwent simulation training [6].
Instead, most received lecture-based training or informal
training—techniques with critical limitations for developing
communication skills that require practice and feedback.

Although some error disclosure curricula may improve
knowledge and attitudes, published interventions lack rigorous
assessments of skill acquisition [7]. Residents can learn through
clinical practice, but high-stakes disclosures are infrequent, are
problematic to observe, and are seldom accompanied by
formative feedback from supervisors or harmed patients [8,9].
Lectures and multiple-choice questions do not assure skill
acquisition [7], and simulations with standardized patients are
logistically demanding, are expensive to implement at scale,
and are lacking in dtatistical reliability [10-14]. It is aso
unknown whether standardized patients and faculty physician
raters adequately approximate the viewpoints of patients who
have experienced medical injuries. In particular, physicians
viewpointsabout ideal disclosure content and performance differ
from those of patients, potentially limiting faculties' ability to
assess and provide coaching on performance [9,15]. To fully
meet ACGM E requirements and patient expectations, educators
need tools for residents to practice error disclosure and receive
formative feedback that is patient-centered, reliable, prompt,
affordable, and practical.

The US Nationa Board of Medical Examiners created the
Video-based Communication Assessment (VCA) app to allow
physicians and trainees to practice and receive specific
individual feedback on their verbal communication [16,17].
The VCA app presents brief videos of case vignettes and

https://mededu.jmir.org/2022/4/e40758

prompts users to audio-record what they would say to the
patient. Laypeople recruited on Amazon's Mechanical Turk
(MTurk) rate the responses as if they were the patient in the
vignette [18]. MTurk has a very large, diverse population for
crowdsourcing, along with extensive proof for being an
inexpensive, rapid, and high-quality data source [19-21]. VCA
users receive feedback reports with ratings, comparative data
ontheir cohorts, learning points derived from raters’ comments,
and sampl e audio recordings of highly rated peer responses. In
astudy of primary care communication scenarios, the VCA app
provided high-quality, actionable feedback [22]. We adapted
this tool for harmful medical error cases and found that
crowdsourced laypeople provide reliable assessments of
physician error disclosure and that adequately sized panels of
crowdsourced laypeople can serve as reliable surrogates for
panels of patientswith past involvement in harmful errors[23].
However, the effects of VCA practice and feedback on residents
error disclosure skills are unknown.

This paper describes a pre-post trial of using VCA practice and
feedback to improve residents error disclosure skills. This
approach involved using the VCA app as the vehicle for both
training and assessment as residents sequentially practiced
communication skills, received the results of the assessments
and feedback to guide improvement, and then responded again
to assess skill growth. We hypothesized that residents’ error
disclosure skills, as rated by laypeople, would improve with
personalized feedback. We al so sought to eval uate 2 secondary
research questions. First, we hypothesized that residents
performance would vary with patient affect. Second, based on
prior literature [24,25], we hypothesized that residents
confidence with error disclosure would not correlate with
laypersons' ratings of their communication skills.

Methods

Overview

This pre-post efficacy study of the VCA app for error disclosure
was conducted to determine whether laypersons' ratings of
resident error disclosure improve with practice and feedback.
With input from experienced attending physicians, we made 12
cases, which included 4 cases specific to the following three
fields: internal medicine, pathology, and obstetrics and
gynecology (OBGY N). Each case consisted of 3 or 4 vignettes
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depicting sequential stages in a conversation, such as initially
sharing information about amistake or responding to apatient’s
emotional response (Multimedia Appendix 1). We recruited
resident physicians at an academic center to complete each of
the four cases (ie, 2 cases at 2 time points). Participating
residents were randomly assigned to 1 of 2 groups within their
specialty that differed only by the order of case assignment
(Figure 1). Residents completed 2 cases at time 1; feedback was
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provided viathe app after approximately 4 weeks, and residents
were asked to complete the remaining two cases at time 2. The
time points were spaced by 4 weeks, so that residents could be
recruited while they were avail abl e during teaching conferences.
We asked residents to not discuss the cases with colleagues
until after study completion. We collected crowdsourced ratings
of residents’ performances and surveys from residents.

Figure 1. The crossover study design for 48 residents who used the Video-based Communication Assessment app to practice error disclosure and

receive feedback.
Time 1 4 Weeks Time 2
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VCA Software and Content

TheVCA app was described previously [16,23], and this project
used the same software for presenting vignettes, recording
residents responses, and delivering feedback. For each
speciaty, 2 cases portrayed an angry patient response, and
another 2 cases portrayed asad emotional response. Professional
actors portrayed the patients. We designed cases to be of
equivalent error severity. Further, 2 attending physicians and 3
senior residents pilot-tested the cases in their speciaty and

provided feedback via structured interviews to improve the
cases' relevance, quality, and believability.

Feedback reports, which wereviewed in the VVCA app, presented
userswith their overall communication scoresfor each vignette,
the average scores of their peers, and written advice derived
from the comments of raters who responded to the following
question: “what would you want the provider to say if you were
the patient in this situation?’ Users could replay their own
responses and listen to a highly rated response from a peer
(Figure 2).

Figure 2. A screenshot from the Video-based Communication Assessment app displaying feedback for a single vignette within a case and the user
controls for replaying the vignette video, replaying the user's response, replaying a highly rated response, and expanding the field containing advice

regarding what |aypeople wish the physician would say.

How did | do on each vignette?

| | . Jorge Gonzalez (1 of 4) - Pathology

A 52 yo man undergoes surgery ta remove a parotid gland nodule. Upon reviewing
the slides, you rendered the diagnasis of pleomorphic adenoma, a common benign
salivary gland neoplasm. You dictated a repart and the transcriptionist mistakenly
enters the diagnosis of “pleomorphic adenocarcinoma’, You did not notice the
transcription error and finalized the transcribed report with the incorrect diagnosis of
pleomorphic adenocarcinoma (high grade, undifferentiated adenocarcinoma.) At his
post-operative visit one week later, the surgeon discusses the unexpected diagnosis
of high grade cancer with the patient and schedules appointments with an oncalogist
and radiation oncologist. He is discussed at head and neck tumor board. Upon

P Highly Rated Response

review of the pathology at tumor board, the reporting error is discovered. The
pathology report is amended to reflect the correct benign diagnosis. The surgeon
inferms the patient; he then asks to speak to you to understand the error. He says

1 2

3 4 5

Learning Points:

Be transparent; provide a truthful explanation of what occurred, take a.. +
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Setting and Participants

We recruited residents from March to June 2020 at all training
levels (postgraduate years 1-4) from 3 departments at the
University of Washington. The departments represented a
procedural specidty (OBGYN), a diagnostic specialty
(pathology), and anonprocedural specialty (internal medicine).
In the United States, pathology and OBGY N residency training
typicaly lasts 4 years, and internal medicineresidency training
lasts 3 years. We invited al 237 OBGYN (n=28), internal
medicine (n=183), and pathol ogy (n=26) residents. Recruitment
for the pathology and OBGYN speciaties occurred at
program-wide teaching conferences, with protected time for
VCA use. The COVID-19 pandemic disrupted the in-person
internal medi cine conferencesthat were planned for recruitment;
most internal medicine residents were recruited via email
invitation. Each conference included a 10-minute orientation
to VCA and 30 minutes for completing 2 cases. Residents
received a US $50 gift card after completing all 4 VCA cases.
At thetime, theresidencies did not have required program-wide
training for error disclosure, and this trial did not provide
didactic training.

Ethical Considerations

The University of Washington Institutional Review Board
determined that this study was exempt from areview of resident,
layperson, and patient advocate participantsbased onits policies,
procedures, and guidance (case identifier: STUDY 00008246)
[26]. Risks and benefits were explained verbally; consent was
implied by voluntary participation in the VCA exercise.

Outcomes Measured

Residents provided audio responses to each vignette through
the VCA software. Audio responses were bundled into rating
tasksfor MTurk layperson raterswho met thefollowing criteria:
US residents, those aged 18 years or older, and those able to
speak and read English. Raters for OBGYN vignettes were
further restricted to women. To participate, raters completed an
audio check, answered demographic questions, read a
description of the vignette that was written in lay language,
viewed the patient video, and listened to the first resident
response. The raters then responded to 6 items that covered
domains related to accountability, honesty, apology, empathy,
caring, and overall response (Multimedia Appendix 2) before
advancing to the next response. The items used a 5-point scale
that was labeled with “Poor,” “Fair,” “Good,” “Very good,”
and “Excellent” The instrument was developed by the
investigators because the core competency assessment tool
developed by the US ACGME only measures residents
disclosure of patient saf ety eventsas*“ participates,” “ discloses,”
or “modelsdisclosure,” rather than assessing disclosure quality
or the patient experience of disclosure [27]. Although a very
limited number of tools exist for rating residents error
disclosure to standardized patients [7], they include questions
about body language or areintended for faculty raters; therefore,
they were not appropriate for incorporation in the VCA app.
After rating the last responsein the set, the raterswere prompted
to enter free text in response to the following question: “What
would you want the provider to say if you were the patient in
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this situation?” Crowdsourced raters received variable
compensation amounts based on arate of US $0.20 per rating.

Residents were surveyed before and after each video-based
communication assessment with the questionnaires that were
built into the VCA app. The initial survey asked about the
residents’ sex, their level of training, and whether they had
personally disclosed medical harm to a patient. Residents
answered thefollowing two items, using a5-point scale ranging
from “strongly agree” to “strongly disagree”: “I am confident
in my ability to share information with a patient after medical
harm” and “I am confident in my ability to respond to patient
emotions after medical harm.” After assessment completion,
residents were asked to rate the VCA app’s ease of use and the
relevance of the cases. They were aso asked to rate their
performancein the domains of accountability, clear explanation,
apology, empathy, caring, and overall response (Multimedia
Appendix 2). The items were rated on a 5-point Likert scale
that was labeled with “Poor,” “Fair,” “Good,” “Very good,”
and “Excellent.” Before time 2, residents were asked if they
had “incorporated the feedback into how [they] communicate
with patients generally (not just communication about medical
harm events).” Dueto atechnical error, this second survey was
not shown to OBGY N residents.

Analysis

We sought at least 8 raters per response after removing raters
with indications of inattention or low contributionsto reliability
[28]. Ratings were aggregated acrossraters, items, and vignettes
to create an overall scorefor each resident at time 1 and at time
2. Scores were created by averaging multiple responses to 6
Likert scale questions that were designed to assess genera
communication skills; thus, the continuous scores presented in
this paper were derived from ordinal approximations of
continuous variables[29,30]. Therdiability and generalizability
of the representative cases were analyzed and reported separately
[23]. We used a 2x3 split-plot ANOVA to test the effects of
time (pre-post) and specialty on communication ratings.

We used paired samples 2-tailed t tests to examine whether
residents’ self-confidence in their ability to share information
and respond to emotions increased from time 1 to time 2. To
determine if self-confidence was related to actual ratings, data
were subjected to multiple linear regression analyses wherein
residents’ self-confidence in their abilities predicted pre- and
postfeedback ratings. To determine if changes in such
confidence from time 1 to time 2 were associated with changes
in actual ratings, difference scores were created; one score
represented the differencein residents’ ratings between rounds,
and the other represented the difference in residents’ reported
self-confidence in their abilities between rounds. Difference
scores were subjected to a Pearson correlation analysis. To
determine if self-reports of experiences with personaly
disclosing a harmful error to a patient (“yes’ vs “no”) before
time 1 were associated with time 1 performance, we used an
independent samples 2-tailed t test. To determine if years in
training were associated with ratings, we performed a Pearson
correlation analysis. To determine if physicians' specialty was
associated with prior disclosure experience, we used achi-square
test.
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To determine if communication ratings varied with the
emotional affectsof patients, we created 2 affect scoresfor each
resident. One scorerepresented aresident’s average rating across
al vignettes for the two angry affect cases, and the other
represented a resident’s average rating for the two sad affect
cases. Scores were subjected to apaired samples 2-tailed t test.

Results

Demographics and User Experience

Of the 238 residents from all specialty departments who were
contacted to volunteer for this study, 62 (26%) completed the
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first two VCA cases (time 1) and received feedback (Table 1).
Of these 62 residents, 48 (77%) completed the postfeedback
cases (time 2). Less than half of all residents (27/62, 44%)
reported prior experience with disclosing medical harm to
patients; experience differed significantly among specialties
(P<.001). Further, 1 of 17 (6%) pathology residents reported
previously participating in such conversations, whereas 15 of
23 (65%) OBGYN residents and 11 of 22 (50%) internal
medicine residents reported prior experience with such
conversations.

Table 1. Characteristics and study completion of the 62 resident physicians who participated in this pre-post study of crowdsourced Video-based

Communication Assessment (VCA) app ratings.

Characteristics

Specialty, n (%)
Obstetrics and gynecology (n=23)

Internal medicine (n=22)  Pathology (n=17)

Sex (female) 19(83)
Postgraduate year
1 6 (26)
2 6 (26)
3 5(22)
4 6 (26)
Completed the VCA at time 2 15 (65)

15 (68) 9(53)
10 (46) 5 (29)
6 (27) 4(24)
6 (27) 3(18)
0(0) 5 (29)
17 (77) 16 (94)

Prior to time 2, of the 48 returning residents, 23 completed a
survey about incorporating the VCA feedback in general
communications with patients. About half (11/23, 48%) agreed
or strongly agreed that they had incorporated the feedback,
39.1% (9/23) neither agreed nor disagreed, and 13% (3/23)
disagreed that they had incorporated the feedback.

Of the 62 residents, 38 (61%) completed surveys about the VCA
app. A mgjority (32/38, 84%) found the casesto be“very much”
or “completely” relevant to their practice. Additionaly, 71%
(27/38) found the V CA app to be “very much” or “completely”
easy to navigate. We achieved a mean of 8.63 crowdsourced
raters per case after removing raters with low contributions to
reliability, resulting in an average cost of US $8.90 to rate the
responses from 1 resident.

Changesin Resident Communication Ratings From
TimeltoTime2

Based on the ANOVA for examining changes in mean resident
communication ratings from time 1 to time 2, we found that
residents were rated significantly higher at time 2 (mean 3.75,
SD 0.16) than at time 1 (mean 3.53, SD 0.25; P<.001).

Sdf-confidence and Communication Ratings

Among the 30 residents who completed surveys at both time
points, confidence in the ability to share information about
medical harm increased from time 1 (mean 2.87, SD 0.73) to
time 2 (mean 3.47, SD 0.63; P<.001). Residents’ confidencein
their ability to respond to patients’ and families’ emotions after
medical harm events a so increased from time 1 (mean 3.20,
SD 0.71) totime 2 (mean 3.60, SD 0.72; P=.005). The multiple
linear regression analysis showed no relationship between
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confidence in such abilities and performance on either the
prefeedback ratings or postfeedback ratings. Based on the
difference scores eval uated with the Pearson correlation analysis,
we found no relationship between increases in confidence over
time and increases in ratings over time.

Self-reported Disclosure Experience, Specialty, and
Yearsin Training

No differences in communication ratings based on specialty
were detected. We found no significant relationship between
residents’ yearsin training and overall communication ratings
(P=.44). However, residentswho reported prior experiencewith
disclosing medical harm to patients performed better at time 1
(mean 3.63, SD 0.23) compared to those without prior disclosure
experience (mean 3.46, SD 0.25; P=.02).

Ratings by Patient Affect

Residents communication was rated significantly higher for
angry cases (mean 3.69, SD 0.22) versus sad cases (mean 3.58,
SD 0.21; P=.01).

Self-reported Performancein Error Disclosure
Domains

After their first VCA use, residents’ mean self-rating of their
overall response was 3.82 (SD 0.80). Residents reported their
performance in sincerely expressing regret to patients (mean
4.05, SD 0.77), acknowledging and validating patients’ emotions
(mean 4.00, SD 0.66), showing that they care about the patient
(mean 3.79, SD 0.70), expressing accountability for the harmful
event (mean 3.68, SD 0.70), and explaining thingsin away that
the patient could understand (mean 3.45, SD 0.80).
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Discussion

Principal Findings

We measured laypeople’'s assessment of residents error
disclosure skills before and after they received numerical and
written feedback. Residents’ mean ratings on a 5-point scale
improved from 3.53 at baselineto 3.75 after feedback (P<.001).
This finding provides novel evidence that simulated practice
and feedback from laypeople can improve resident physicians
error disclosure communication. The VCA app represents a
novel, scalable, and statistically reliable tool for educators
seeking to satisfy the ACGME mandate that residents
“participate in the disclosure of patient safety events, rea or
simulated” [5]. Our findings indicate that the VCA app can be
used across multiple speciaties. This tool could particularly
support educators and residents in diagnostic specialties, such
as pathology, who may have fewer opportunities to participate
in real-life error disclosure.

Consistent with prior literature about the accuracy of physician
self-assessment [24,31], we found that residents’ confidencein
their error disclosure skills did not correlate with laypeople’s
ratings for these skills. Although physicians should still reflect
on their performance, educators can emphasize the use of
crowdsourced ratings as a more patient-centered and reliable
waly to assess error disclosure preparedness. Thisfinding aligns
with recommendations by disclosure experts that physicians
should seek advice before discussing harmful events with
patients[32,33]. Coaches often use brief practice and feedback
to help clinicians recognize ineffective communication habits
and phrasing before actual disclosures.

The higher ratings of residents when addressing patients with
an angry affect versus patients with a sad affect warrant further
study. This finding runs counter to predictions that residents
might react defensively to confrontational, angry patients, which
would be expected to result in lower communication ratings.
One possible explanation for thisfinding isthat angry patients
challenging comments  precipitated the  explicit
acknowledgement of their anger, whereas sad, withdrawn
patients did not prompt adirect expression of acknowledgment
or support. Thiswould exacerbate existing physician tendencies
to avoid discussing patient emotions, as indicated by
observations that only 55% of attending surgeons who perform
simulated error disclosure attempt to acknowledge or validate
patients emotions [34]. A second hypothesis is that residents
feel less shame when causing anger rather than sadness and
respond readily with supportive expressions. Alternatively, the
residents in this study may have been exposed to different
instructions (ie, outside of this study) for handling patient
emotions. Future research could pair an analysis of VCA
response content with novel surveys about raters' expectations
for emotional support to characterize effective approaches for
specific patient emotions. Error disclosure curricula should
prepare trainees to tailor their communication approach to
different patient and family emotional responses[35].

https://mededu.jmir.org/2022/4/e40758
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Strengthsand Limitations

Our work haslimitations. First, the VCA app assessesthe skills
needed for effective communication after harm but excludes
other important areas, such as nonverbal communication. This
limitation is offset by the strength that participants received
actionable and focused feedback about their phrasing, which
addresses a top concern of physicians and helps with not
overwhel ming them with advice across multipledomains[1,3].
Second, residents did not receive just-in-time coaching or a
lecture on error disclosure—practices that might improve
performance. Third, this study did not assess long-term skill
maintenance. Fourth, the educational significance of the effect
size is unknown, as we did not establish a threshold for either
competence or mastery. Fifth, the limitations of the study
population include recruitment at a single academic center and
heterogeneity in the cohort’s training levels. A minority of
eligibleinternal medicineresidents participated (22/183, 12%),
and not all participants completed all cases, which may have
introduced selection bias. To address this, subsequent studies
should be embedded in mandatory curricularather than be based
on volunteer participation. Sixth, we did not collect data that
would allow us to explain why some residents reported that
they did not incorporate the feedback into their communication
practices or why some did not complete the cases at the second
time point; these findings warrant further study. The efficacy
and real-world implementation of this work remain unknown;
wetested the VCA app as a stand-alone intervention instead of
incorporating it into a longitudinal curriculum with a lecture.
Lastly, we did not simultaneously measure faculty ratings of
residents. Although thislimited our ability to make comparisons
between faculty and crowdsourced laypeople, we do not believe
that thisis aweakness. Rather, it highlights 2 key strengths of
the VCA app. First, laypeople directly represent the ultimate
arbiters of physician communication effectiveness—patients
themselves. Second, crowdsourced laypeople can be recruited
rapidly for statistically reliable sample sizes and at lower costs
when compared to faculty.

Conclusion

The VCA app for error disclosure allows usersto practicein a
safe environment, provides formative feedback, and appears to
facilitate skill acquisition. If these findings are replicated, the
VCA app will likely offer a scalable way for residency leaders
to meet ACGME mandates and assess residents’ skills. Yet,
important questions remain about how best to incorporate the
VCA appingraduate medical education. Multisite confirmatory
studies should examine the effectiveness of using the VCA app
in conjunction with didactic sessions on error disclosure and
coaching from teaching faculty, as well as longitudinal skill
development. Additional work could determine the efficacy of
the VCA app for other challenging communication scenarios
and for other learner groups, including practicing physicians.
Finally, the viewpoints of residency leaders and residents about
VCA acceptability, feasibility, and appropriateness will be
needed to ensure adoption and sustainable use.
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