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The first step to take when a patient has a problem or concern is    
to take time to really HEAR the patient. Even if we think we know 
where the patient is headed, it’s important to let them talk, vent, 

share their feelings and get their complete story or concern out.   

 
Offer your Full Attention 

• Face the patient, turn away from your computer   

• Show interest by making eye contact 

• Limit interruptions 
 

Actively Listen  
• Listen not only to the words but also the feelings being expressed 

• Paraphrase what the patient has said to make sure they know you have heard 
them.  “Let me see if I understand you correctly…” 

• Reflect feelings. “It sounds like you are really frustrated.  I want to help.” 
 

Pay attention to what isn’t said 
• Look for nonverbal cues that might give you hints about what the patient or family 

is feeling. “You say you are ok, but by the tone of your voice, you seem upset.” 

• Be mindful of expressions, gestures and body language 
 

Give feedback showing that you understand 
• Use supportive language to show you are listening “mmhmm, OK, I see” nod or 

shake head 

• Ask clarifying questions to ensure that you understand.  “Wait a second, can you 
back up?  What I’m hearing you say is... Is that correct?” 
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The Covid pandemic has been stressful to say the least. With this heightened level of stress many 
healthcare staff may be finding themselves encountering more “challenging” patient interactions 
than they have in the past. Each meeting we will share a PX service tip to help staff.  First we will 
focus on Service Recovery and how to help defuse challenging situations and respond in a way that 
demonstrates empathy, establishes trust, and lets the patient know they are seen heard and valued. 


