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So much for empathy and compassion being "the soft 
stuff!" Empathy and compassion are tangible, learnable 
and powerful. That’s what you’ll learn from the terrific new 
book by Trzeciak and Mazzarelli, Compassionomics: The 
Revolutionary Scientific Evidence that Caring Makes a 
Difference (2019). 

Compassionomics is the revolutionary field of science focusing on caring and 
the impact compassion has on healthcare. Said Don Berwick, MD, President 
Emeritus of the Institute of Healthcare Improvement, “Compassionomics 
provides the evidence that one simple tool, compassion, can affect not only the 
outcomes for our patients, but also the financial health of our organizations and 
the well-being of our providers.” 
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Trzeciak and Mazzarelli provide truly knock-your-socks-off evidence. For 
highlights, click on the links below: 
y How Patients Benefit from Compassionate Healthcare
y How Providers Benefit When They Provide Compassionate Healthcare
y How Healthcare Systems and Payers Benefit from Compassionate Healthcare

Since Compassion is so important, how can you more often activate YOURS?

First, assess your current pattern of emotional engagement in interactions with 
patents, families and each other. Take a look at this Continuum of Emotion 
below. Ask yourself, when you’re engaged in your work, which level of emotional 
engagement is typical of you?

Continuum of Emotion

Compassion. Empathy, with a desire to improve the other’s situation

Empathy. Understand, feel, can validate other’s emotional experience

Concern. Know and care

Interest. Curious; know some and want to know more

Apathy. Know and don’t care

Unaware. Don’t know
Adapted from: PA Maiorano, Delaware Women’s Work Release and Treatment Center, 2008

At the bottom of this continuum is a total lack of awareness. You are oblivious 
to the other person’s feelings. A bit better is apathy, because you’re tuned in, 
although disengaged. A step up is “interest”. At this step, you are at least curious 
about the other person and how they’re feeling. Still, interest is a far cry from 
concerned. On the continuum, you move to concerned when whatever you have 
learned about the person has impacted you and you feel, but you don’t express, 
your caring. The next step up is empathy. At this step, you not only recognize 
how the person is feeling; you can acknowledge their feelings. And finally comes 
compassion. Compassion adds action to empathy; it includes a desire to help—
to make things better for the person. 
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“Compassion adds 
action to empathy; 
it includes a desire 
to help- to make 
things better for 
the person."

https://www.languageofcaring.com
https://www.languageofcaring.com/wp-content/uploads/2019/05/LOC_HeartBeat_May-2019_appendix-1.pdf
https://www.languageofcaring.com/wp-content/uploads/2019/05/LOC_HeartBeat_May-2019_appendix-3.pdf
https://www.languageofcaring.com/wp-content/uploads/2019/05/LOC_HeartBeat_May-2019_appendix-2.pdf
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We can move ourselves up the continuum and have a much greater impact.

To Move 
from Lack of 
Awareness 
to Apathy

Tune in. Become present or mindful 
without any intention of influencing 
the person or situation. Stay 
detached enough that you don’t 
have feelings about what you see.

“OK, let’s see what’s 
next for me. Who have 
we here?”

To Move 
from Apathy 
to Interest

Remind yourself you have an 
opportunity to make a difference. 
By becoming curious about the 
person, you are likely to learn 
interesting things about them and 
see them as an individual. Observe, 
ask questions, get to know the 
person and what they care about. 
Listen well, with acceptance. 

“I’d like to get to know 
you so I can provide 
better care for you. Can 
you tell me a little about 
yourself?”

To Move 
from Interest 
to Concern

As you learn about the person, 
take in what you’re learning. Listen 
for their challenges and anxieties. 
Allow yourself to feel for the person, 
based on what you’ve learned. 

(To self) “Wow, she has 
had a really rough time, 
and even rougher times 
are ahead.”

From 
Concern to 
Empathy

Acknowledge the person’s feelings 
without judging. Check out your 
understanding. Communicate your 
caring in your words and nonverbal 
behavior.

“Sounds like you’ve 
been through some 
very hard times and are 
feeling pretty anxious 
about what’s coming 
next for you?” 

From 
Empathy to 
Compassion

Based on your recognition of 
the person’s feelings, anxieties 
and needs, and building on your 
concern for them, take action in the 
person’s best interest. Compassion 
that is not tied to constructive 
action runs the risk of becoming 
empty rhetoric.

“I’d like to ease your 
way. How about if you 
and I take some time 
to make sure you know 
what to expect and 
prepare for it, so you can 
feel less anxious?”

After you’ve identified your pattern and, if you choose to, considered ways to 
move up the continuum and become more emotionally engaged, then build into 
your routines a quick Self-Check to keep your awareness high and prompt you to 
become more consistent in demonstrating compassion. 

“Acknowledge the 
person's feelings 
without judging. 
Check out your 
understanding."

https://www.languageofcaring.com
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Compassion Self-Check

In this last interaction, which level did I reach on the Compassion Continuum?

________ COMPASSION: Empathy, with a desire to improve the other’s situation

________ EMPATHY: Understand, feel, can validate other’s emotional experience

________ CONCERN: Know and care

________ INTEREST: Be curious; know some and want to know more

________ APATHY: Know and don’t care

________ UNAWARE: Don’t know

Print this Self-Check (or load it into your phone or calendar and complete it 
regularly (e.g. After every interaction in a two-hour time span, or three times a 
day, or even at the end of the day. This will keep you aware of your compassion 
level. And, by shining a light on your level of compassion, you will, without even 
planning, increase it. The Self-Check will strengthen your intention. And your 
intention will influence your actions even without thinking.

Compassionomics—it’s time has come, and YOU can make it standard practice 
to the benefit of your patients, your organization, and your own well-being.

Want to learn more about how your organization can benefit from the Planetree-
Language of Caring synergy? Contact Jill Golde at jgolde@languageofcaring.org; 
314-571-9607.

Staff Meeting Idea: Empathy Bingo

Responding to people with empathy is heartwarming and healing with patients, 
families and coworkers, and it opens up further communication. Yet, many 
people think they are being empathic when they are not.

A Common Definition of Empathy. The ability to sense what another person is 
feeling and respond by acknowledging that feeling.

Here is a Bingo Card that shows 12 responses to a person’s statement. One is 
empathic and the other eleven are not!

Empathy Bingo Card

One-Upping Sympathizing Explaining

Educating Correcting Interrogating

Consoling Fixing It Story-Telling

Shutting Down Empathic Advising
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Instructions for Team Activity
 y Introduce the quick game “Empathy Bingo” to see if people can identify each 

of these non-empathy responses. 
y Give each person a Bingo Card (see above).
 y Ask two people to help by reading a 2-line Mini-Dialogue for each of several

situations (see below for 12 mini-dialogues). As they read each dialogue, 
ask people to put an X through the type of response they heard.

 y After each situation, take a poll to find out which response they identified. 
Discuss as needed to clarify. See next page for answers.

Conclude: Empathic responses take practice. If you can catch yourself 
responding in these non-empathic ways and respond with empathy instead, 
your communication will be more effective and your impact feelings about your 
interaction more satisfying.

Empathy Bingo: The Twelve Mini-Dialogues
1. My friend is quitting her job and I’m going to really miss her.

Response: You’ll learn from her what it’s like to work somewhere else.
2. I felt uncomfortable when you told Ms. Jones daughter she should go home.

Response: You misunderstood me. That’s not what I said.
3. You said you were going to get me that report by today and you don’t have it.

Response: I have a good reason I’m late with it.
4. My kids are having a really tough time with our plans to move.

Response: You’re very supportive and they’ll get used to it.
5. I’m so tired by the end of the day, that I go home with a headache.

Response: How long has that been happening?
6. I’m worried about not being able to pay my bills this month.

Response: I can lend you some money.
7. I fell off my bike and wrecked my knee.

Response: That’s nothing. My back is killing me.
8. I am really swamped today and exhausted.

Response: You sound overwhelmed. That’s got to be difficult.
9. My patient was in a terrible mood this morning and he took it out on me.

Response: That reminds of the time when a guy lashed out at me when I
didn’t do anything to deserve it.

10. I hate to speak in front of a big group, and I’m in a panic.
Response: It would really help if you practice a couple of times.

11. My doctor called and I got bad news.
Response: You poor thing!

12. I’m really worried about my performance review that’s tomorrow.
Response: Forget about it. Let’s go get lunch.

5
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Empathy Bingo: Answers
1. Educating
2. Correcting
3. Explaining
4. Consoling

5. Interrogating
6. Fixing
7. One-Upping
8. Empathy

9. Story-telling
10. Advising
11. Sympathizing
12. Shutting Down

“Compassion brings us to a stop, and for a moment we rise above ourselves.” 
Mason Cooley

“For fast-acting relief, try slowing down.”
Lily Tomlin

“There is more to life than increasing its speed.”
Mahatma Gandhi

“Don’t underestimate the value of Doing Nothing, of just going along, listening 
to all the things you can’t hear, and not bothering.”

Winnie the Pooh
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FREE!
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FREE Tool-Rich Beryl Institute Webinar Recording!
Key Communication Skills for Patient and Family Advisors:
Enable Your Voice to Be Heard!

Presented by Jill Golde, Partner Language of Caring

Watch this GREAT webinar, in which Jill demonstrates concrete
communication skills for Patient and Family Advisors to help them
become super-effective communicators and fulfill their full potential
to influence positive change.

The Stick-Up

Use this activity to get people moving and jumpstart your meeting
agenda with a flood of fresh ideas.

•Before your meeting, stick blank newsprint on the walls and on
each sheet, write a problem or situation that you want to discuss
in the meeting.

•When people arrive, give them each a pad of sticky notes and ask
them to jot down their ideas and attach the sticky notes to the
newsprint sheet.

•Then, in the discussion, move from sheet to sheet to review and
discuss the ideas and make decisions. 

Let’s connect at these upcoming conferences!

Society for Hospital Medicine; March 6-9; San Diego California;
Hear Dr. Carla Rotering speak on March 9 about patient-centered
communication skills for physicians, and visit with our team at the
Language of Caring exhibit.

The Beryl Institute Patient Experience Conference 2016;
April 13-15 at the Sheraton Dallas Hotel; Dallas, Texas.
Join us for our Pre-Conference Workshop: Leading Your Patient
Experience Strategy to the Next Level. Visit our exhibit to chat with
us and access great resources.

Take a Break from Technology

1. Power off for 30 entire minutes! Turn off your phone, computer,
TV, iPad or whatever other tech devices you allow to command
your attention.

2. Tune into something else.
•Try relaxing music instead of talk radio when driving.

Or even try riding in silence.

•Stuck in a long line at the supermarket? People-watch
instead of grabbing your cell phone.

•While waiting for an appointment or for a meeting to start,
instead of texting, give yourself a hand massage.
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After the groundbreaking global 
research by The Beryl Institute 
confirmed the primary 
importance of patients feeling 
cared for by their caregivers, the 
Language of Caring team is all 
the more determined to help 
healthcare organizations make 
pervasive caring their 
distinguishing characteristic and 
competitive advantage.

Caring Communication.

 Caring Experience.

Learn more about our
evidence-based solutions.

This newsletter is brought to you by:

help everyone use the concrete skills that make their caring visible in interactions with patients, 
families and each other.  

Inspire a caring community where staff love to work, physicians want to 
practice, and patients rave about the people and their care. 

Driven by a passionate commitment to improve the human experience in healthcare, Language 
of Caring partners with organizations to establish a standard for caring communication and  

Our powerful process includes planning, state-of-the-art skill-building methods, development 
of leaders and facilitators, and proven tactics for habit-building and sustainment. 

“Our team members are much more engaged and much more welcoming, warm and enthusiastic 
not only with patients, but also with each other. And it feels absolutely genuine. If someone asked 
me about Language of Caring, I’d say—it’s about caring and it’s about authenticity.”

— Carlos Castaneda, Strategic Programs Coordinator  Adelante Healthcare (AZ)

Join us for our introductory webinar on July 18th to learn more!

Register Now!
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Making Caring Visible.

https://www.languageofcaring.com
https://www.languageofcaring.com/webinars/intro-to-communication-skill-building-solutions/



