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Leader Action Sample Message Points
Articulate, with feeling, the 
value of the skills.

 z These skills are really important to our effectiveness.
 z Here’s why...

Master the skills yourself.  z I’ve worked on learning these skills myself, and I see their value firsthand.
 z I invite you to tell me when I misuse it or miss an opportunity to use it.

Clarify expectations.  z I expect you to use these skills.
 z If you have it, but don’t use it, it’s of no value to the people we serve.

Lead by example.  z No double standard here. 
 z Look, listen and you’ll see me using the skills too.

Create practice 
opportunities.

 z The training helped us become familiar with the skills.
 z Now we need to use them and use them again in a variety of situations, in order to achieve mastery.

Work on helping people 
apply the skills to specific 
situations they handle. 
Start with three situations, 
then another three, then 
another three.

To identify situations, ask such questions as:
 z When do you interact with patients or families who are full of emotion, whether the emotion is 
pain, delight, anxiety, fear or frustration?

 z When do the people you serve feel most upset or distressed?
 z What complaints do you have to handle often?
 z What policies do you have to enforce against the will of the people you serve?
 z What do you need to tell your customers that they do not want to hear?

Coach. 
Observe and give ongoing 
feedback and suggestions.

 z I happened to be there when...
 z I noticed...
 z How do you think that worked?
 z Your thoughts on getting a better result?
 z And I have another suggestion too...

Verify skill use.  z I’m checking to make sure you do use the skills.
 z We can’t leave this to chance. I’m going to observe.
 z Ask for stories during rounding, invite feedback, and more.

Push hard for consistency.  z The more you use these skills, the more you’ll see the positive results.
 z You’ll feel good about the difference you’re making. 
 z And, the more you use the skills, the more they will become easy for you—second nature.

Call attention to the personal 
value of the skills to the 
individual. Address WIFM: 
“What’s in it for me?”

 z These skills are life skills.
 z This is a big bonus.
 z As you perfect them at work, the spillover to your life outside of work will enhance your life, your 
relationships with your kids, other family and friends, to say the least.

Dispel the myth that 
compassion can be 
dangerous.

 z So much that is written about compassion fatigue makes it seem like compassion is dangerous.
 z While it can be draining to be bombarded by painful situations that evoke your compassion, it is 
more common that, when we are blocked from showing our compassion, we become fatigued 
and disengaged from our work.

 z When we exercise our compassion, we make a difference and we feel good about the difference 
we’re making.

Address resistance directly.  z We DO have time to use these skills. Here’s how I see it…
 z Let’s share stories of these skills in action. 
 z Let’s savor the difference we’re making by being caring communicators.
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