Addressing
Resolving
Patient
Concerns




The Key to Meeting Expectations: Resolving Concerns

= As Emergency providers, we strive to provide patient-centered care
and place great value on communicating effectively with patients.
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Why Do People Hide Their Concerns?

= Fear to find out something is really wrong: "What if | have cancer?"

= Fear of disapproval or rejection: "l don’t want them to think I'm stupid"
= Conflict phobia: "What if the Dr. get \é
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= Mind Reading: A tendency that others should know how they feel and
thus provides an excuse to engage in non-disclosure.

= Martyrdom: "I'm not going tell them what's wrong and give them the
satisfaction to know they are right."



How Do We Find Out Their Concern?

= Gain their trust: Smile, be professional
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= Ask them point blank: "What i t'you are worried about that
made you come to the E Department today. What are
you concerned abo

* They must believe you care: Sho
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= Acknowledge aern (restate): "Ok, | see; you are worried

that you have%monia. Is that correct?”

= Ask if there are other concerns: "Is there anything else you are
worried about?"



The Importance of Resolving the Concern

= You meet their expectation for coming to see us
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Patients Do Have Some Basic Expectations

= The need to be listened to

= The need to receive clear expl
condition

= To be treated t
= To be treated by s

Thereis no reason why we shouldn’t be able to meet all of these
BASIC EXPECTATIONS
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Our Goal: Find the Concern

= With this information in mind, | challenge you to find your patient's

concern during each and every visit.
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er Service toolbox:



Thank You for What You Do!

= These sKkills apply not only to what we do in our work.

= They are useful in our everyday lives in our relations with
friends, family and colleagues.

= Communication is importa human nature sometimes
gets in the way.

"Communigation-the human connection- is
the key to personal and career success.“

-Paul J. Meyer
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