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Focusing on the Patient Experience 
During Uncertain Times 

Providing Clear & Compassionate Communication  
While Wearing a Mask 

During these challenging times of Covid-19, communicating with 
clarity and compassion is key.  Research has shown that over 90% of 
communication is based on a combination of body language, voice 
and tone. Less than 10% of the words we actually speak directly 
impact communication.  
 
Interpreting facial cues is a central component of effective 
communication. The use of masks not only decreases communication, 
they can also negatively impact the perception of caregiver empathy, 

increase difficulty in building relationships, and decrease patient engagement.  
 
With wearing face masks being the new normal, it’s important to communicate effectively while 
wearing one. The MASK acronym can assist staff in offering clear and compassionate communication - 
even when wearing facial PPE. 

 

M Make eye contact 

 Eye contact can be a source of acknowledgement and 
signals that you are focused on the individual 

 When people can’t see your whole face, it makes 
connecting harder 

 Use your eyes and eyebrows.  Good eye contact is 
important in building trust, recognizing patient well-
being and communicating effectively.  Let your 
eyebrows do the talking. 

A Articulate, Elevate & 
Exaggerate 

 Talk a l ittle slower and articulate your words - many 
times words can be muffled by a mask 

 Tone of voice and voice volume can impact 
understanding. Speak louder (but don’t yell) 

 Exaggerate with your hands when speaking.  
Expressing yourself with body language can help 
create understanding even in the absence of full 
facial cues. 

S Smile 

 Smile beneath your mask, the patient can still see it.  
Studies indicate that patients become more anxious 
when their healthcare providers don’t smile or look 
away from them 

 A smile that is covered in a mask can still be seen - 
raised eyebrows, raised cheeks, and a sparkle in your 
eye will help put your patient at ease 

K Know and Say the 
Patients Name 

 With masks and all of our PPE on, we all look the 
same. Using the patients name helps create a 
personal connection and shows courtesy and respect 

 Be sure to introduce yourself.  Some offices write 
their names on their face shields or display pictures 
of themselves (while smiling) outside of their PPE to 
differentiate themselves and be perceived as more 
human to the patient 

*Adapted from M.A.S.K.ed Communication – Toni Land, Medical Center Health System 2020 


