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When someone really hears you
without passing judgment on you,
without trying to take responsibility
for you, without trying to mould you,
it feels damn good...

When | have been listened to

and when | have been heard,

I am able to re-perceive

my world in a new way and to go on.

CARL ROGERS (1902 - 1987)

Healthcare staff care about their patients, but
not all recognise emotional cues or respond
to them. Evidence shows that emotions in
healthcare encounters are consistently
expressed as verbal or nonverbal hints more
often than explicit concerns. Empathic
communication thus involves really listening
to words and nonverbal behaviours and
extracting their underlying emotions. It
involves taking time to acknowledge &
validate emotion. This can help to build
relationships, enhance trust, facilitate
collaboration & a better care experience.
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People are It’s trying to
talking a lot Yeah, 've | know the understand your
about empathy heard that definition... emotions and

communicating my
understanding
back to you.

in healthcare. word.

But the b \ Empathy is Using good
definition | mean maybe resent in each communication
it’s innate and P

doesn’t really . s of us to different skills can help
I just don’t

help me know extents . you to show the

how to doit. empathy you feel in

every conversation.
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Canyou
tell me
what to
do?

Well, the key
ingredient of
empathy is
presence.

I need you
to be present
with me and
what | am
feeling in that
moment.

You have a
lot of healthcare
knowledge.

Present?
Butlam
here talking
to you now?

Believing you
have to fix’ me

and make me
feel better can
prevent you
from being
present

lam answer my emotions
not sure | with facts or rush to
understand? | offer me solutions, you

Well, when you

miss an opportunity to
connect with me.

When you are
thinking about how my
words connect to your
knowledge to help you
make a diagnosis, you
are looking AT me...

You are
not present
WITH me.

Sotobe
present |
need to
listen to
you...

Yes and | need

to see that you are

committed to listening
and understanding,

trying to see the world
from MY perspective

and not judging me.
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So..listening and
understanding...
How can | show
= you that | am
{ 45a) listening?

You can show me you are listening by:_/

e
facing me and _“
making eye contact

i ‘@,
"""‘v not |
15
L
|

Encouraging me
with nods or with {—5

little sounds like: | see.

These behaviours show
me that you are taking time
to listen to me. That makes
me feel like | can trust you

and share my concerns.

And how can Repeat back to

I show you me what you have
that | want to heard so | know
understand? that you've got it!

Yes and it’s
important to reflect
the emotions that

you see or hear.

So like a
summary you

To do that youV You have to
have to empty be prepared

yourself of your to see the way
life appears
to me.

ownh concerns,
distractions and
judgements.
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Why is that

to you?

When | am talking
to you, | am telling
you more than the
facts of my illness
or problem:s...

lam sharingY A minute of
iny concerns, 4 reflective listening

values and
emotions.

and a PAUSE to allow
me to experience

having been
understood...

can often
be enough...

Will you
always tell
me how you
are feeling?

Maybe not...when
you ask me how |
am...| might smile
and say ‘I’'m fine’

How will
| know
then how
you feel?

I may not be able to
speak or express how
| feel in words.

It may be nonverbal...
asigh, a slump of
the shoulders, a
shrug or a tear.

| sometimes see
that but | don’t

really know what

to do or say?

Make
suggestions.

It sounds to
me like you
are upset...
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What if | get

| will still appreciate
that you are trying to
understand. It shows
me that you care...

What about
crying?

When | cry |
am expressing
my emotions.

I want to know that
Tears need it’s ok for me to cry

to be given and that you will
time and space wait in silence
within our until I am

finished.

conversation.

Silence can feel a little
awkward, just sitting there.
| feel I should be doing or
saying something.
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Silence is not
the absence of

communication.

/ Silence IS
communication.

==

Sometimes what
I need is for you to
witness what | am
feeling...and in that
way, silence IS
empathy.

how you are
feeling?

What will you do if I
don’t take the time
to try to understand

My feelings
must go
somewhere!

I will probably keep giving you
cues or repeat myself, telling
you over and over what you
still haven’t understood.

By the way,
this repetition takes
up much more of
your time!
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you feel if |

the same

How can | REALLY
understand how

haven’t shared

experience?

You don’t
have to have
experienced my
exact problem to
know how it might
feel in my shoes.

Use your
imagination!

Be curious.
Ask me simple, open
questions to better
understand.

What
should |
do?

0Ok, so
something
like...

It sounds like
you might be feeling
worried... Tell me
more about that?

So | show you that | am listening,
reflect my understanding back to
you including the emotions that |
think I am hearing or seeing... to
check if 've got it right?

That'’s
about it...

What
else can

It can help to tell me
that others would have
the same response, or
that most people in the
same situation would
feel the same way.

That helps
me to feel less
isolated.

0k, soit’s
important to let
you know that

your responses
are normal.

So saying
something
like...

Thisisa Iot

to hear... I

That sounds very
difficult...| can see
that this is affecting
you deeply.
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Yes and focusing
your awareness on
my emotions and
needs, and not
judging them,
helps to create

a connection
between us.

So recognising
emotions and

responding to
themin a caring
way, builds trust
and partnership.

In this For you it may

conversation,\[feel hands off and

your listening not what you are

skills are used to!
therapeutic.

For me
it’s a healing
conversation.

Itis
good for

Empathy is
connection and
connection helps to
lighten my load.

In trying to understand my

emotions and connect with me,
you get in touch with your own
emotions and vulnerability too.

Demonstrating empathy is a choice.
When you make that choice we
dlscovel our shared humanlty
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