
 

 

“The most basic of all human needs is the need to understand and be 
understood. The best way to understand people is to listen to them.”  

                                                  ~ Ralph G. Nichols 
 
Listening is the best gift we can give to others; it is an act of generosity.  This is 
especially true in healthcare where listening attentively and responding with 
empathy can have a profound effect on patients and their outcomes.   
 
Often, patients are in a vulnerable position when they come in to be seen.  
They don’t feel well, they may be anxious and afraid which makes it more diffi-
cult for them to voice their concerns.  When we actively listen to our patients, it 
shows empathy, conveys respect, builds trust and helps to encourage them to 
share their perspective and engage in collaborative care. 
 
The way to develop our gift of listening is to practice ‘active listening’. This is 

where we demonstrate a conscious effort not only to hear the words but the complete message being communicated. 
When we actively listen, it enables us to connect with our patients improving the quality of our relationships. Not only 
that, active listening also improves our productivity, our ability to influence as well as avoid misunderstandings. 
 
Here are few simple tips to give the “Gift” of Active listening 

1. Limit Distractions. Be Fully Present. Pay Attention 
The typical hectic pace within healthcare multiplies distractions, creating challenges that can significantly impact patient 
care. It is important in patient interactions to be present, quiet your own internal chatter and put your focus on the pa-
tient in front of you. Refrain from preparing your response while the patient is talking, take note of their tone of voice and 
body language; tune in to them fully. What are their non-verbal messages telling you?  

2. Demonstrate physically that you are listening 
Attentive body language signals to the patient that you are listening. The goal is to display that you are open, relaxed 
and attentive.  Look the patient in the eyes and lean forward slightly to convey interest. Nod your head from time to time.  
Match your facial expressions with the information being given to you 

3. Check for understanding. Clarify and Summarize 
Asking questions and reflecting back the conversation, not only demonstrates that you have listened to the patient but it 
also ensures you haven’t made assumptions. “Let me see whether I heard you correctly…”, is an easy way to clarify any 
confusion.  Ask follow up questions to help clarify the patient’s meaning. Try, “Can you tell me more about…?” or, “What 
did you mean when you said…?” Summarize what you have heard “What I am hearing is…”. 
 
By tuning in and giving the “gift” of actively listening with each patient we are better able to deliver the best possible 
care, fulfill the patients need to be understood, increase patient satisfaction.  All while gifting us with connection to 
others improving the quality of our relationships. 
 
During your next patient interaction, ask yourself -  Are you listening deeply to understand?  Try it.  You might be sur-
prised how engaging a conversation can be when you actively listen and tune into the patient’s perspective. One of the 
deepest hungers of a human heart is to be understood.  Listen to understand before seeking to be understood.  It could 
be one of the greatest “gifts” you give to those whom you have the privilege of serving. 
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Dr. Laurie Gregg, SIP Chief Wellness Officer 

WELLNESS CORNER  

How to Retain and Attract Staff Based on Your Leadership Style 

During the ‘the great resignation’ and in the time of ‘quiet quitting’ and the 
‘tripledemic’, we have been challenged to care for patients based on a short-
age of staff. Over the past three years, we have seen physician, nurse, medi-
cal assistant, and support staff shortages that have impacted optimal patient 
care. Can we really have any impact on these shortages? Several leadership 
authorities say we can impact healthcare workers that leave by choice. Scien-
tific articles support the concept that a leader can and does impact the well-
being and satisfaction of those they lead. Although we know that staff move, 
retire, or move up in the world, leadership style may impact an employee’s 
desire to stay or leave a current position.  

In a recent publication
1
, a leadership approach called Wellness Centered 

Leadership (WCL) describes a leadership philosophy that has potential to 
promote engagement and professional fulfillment. On a more basic level, 
WCL attracts and retains those led by it and has the potential to keep your office better staffed and patients more sat-
isfied. The three core components of WCL are caring for people always, cultivating individual and team relationships, 
and inspiring change. A leader who cares is respectful, empathetic, and curious. A leader who cares includes self-care 
and self-compassion in their practice. By cultivating individual and team relationships, a WCL leader encourages a 
supportive community which allows more meaning and purpose at work. Getting to know individuals you lead and con-
tributing to their professional development can make them better team members and motivate that team to complete 
their mission or task. WCL leaders should inspire positive change by allowing flexibility and control in solving prob-
lems. Helping team members realize intrinsic motivation (meaning, purpose, control, professional development, and 
mastery) can help when the practice down the street is offering a much higher salary. And in the end, a Wellness Cen-
tered Leader builds a team in which all those involved use the ‘we’ pronoun rather than the ‘they’ pronoun as they take 
care of patients.  

1. Shanafelt, Tait MD; Trockel, Mickey MD, PhD; Rodriguez, Ashleigh MSN, MMM, APRN; Logan, Dave PhD. Wellness-Centered Leadership: Equipping Health Care 
Leaders to Cultivate Physician Well-Being and Professional Fulfillment. Academic Medicine: May 2021 - Volume 96 - Issue 5 - p 641-651 doi: 10.1097/
ACM.0000000000003907  


