


Four Pointers from Staff Expert at Handling Difficult Situations 

1. It’s impossible to handle a situation well if you think of it as a battle.  Your goal needs to be win-
win for both parties.   

2. It takes a generous heart to handle challenging people.  Deep-breathe and remind yourself, “This 
isn’t about me,” and show all the more empathy and compassion, because the other person is,   
after all, stressed or agitated. 

3. You need to know what your options are and feel clear in your own head about what’s negotiable 
and what isn’t.  In many challenging situations, you do everything possible to accommodate the 
other person and they still aren’t satisfied.  In those cases, don’t get into arguments.  Instead, 
hold firm (and here’s the hard part) –in a caring way- without becoming curt, impatient, rigid, or 
angry. 

4. We all get “triggered” sometimes.  If you are losing your composure, don’t be too proud to say 
that you want to consult another person (e.g. your supervisor or a colleague) who might be better 
able to address the customer’s issue. 
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My Favorite Skill:  The Caring Broken Record 

Getting more concrete, my favorite skill for these situations is The Caring Broken Record.  This 
skill has gotten me out of many jams – without damaging my relationship with the other person.  
(Try it with your kids!) 

 What is the Caring Broken Record?  Perhaps the customer complains, resists, accuses, or doesn’t want to take 
no for an answer?  If you’ve done all you can responsibly do to accommodate the person and the person still 
isn’t satisfied or cooperative: 

• Repeat your bottom line message –with lots of heart.  Your bottom line message packed with expressions 
of caring becomes your “caring broken record.” 

• In response to your customer’s resistance or persistence, keep repeating this Broken Record -- in a calm 
way.  Don’t address each argument or excuse.  Just hold your ground by kindly repeating yourself. 

The Benefits 

• You can say hard things and hold your ground in a caring way. 

• The person on the receiving end hears your message clearly. 

• You can remain calm and non-defensive with no regrets later about losing your composure. 

• You can avoid argument and time-consuming debate. 

• You can end the interaction without damaging your relationship. 

The challenging patient (or family member or coworker) is only challenging if we feel challenged.                  
The prescription:  Be forthcoming with caring and compassion even when the answer might be “no.” 

• See video:  “The Caring Broken Record” for concrete examples and tips.  (After you click, 
scroll down in the jukebox video player and choose “The Caring Broken Record” video.)     

• Read examples of caring broken record responses to two difficult situations.   



Plan Ahead for Nurses Week (May 6Plan Ahead for Nurses Week (May 6--12): 12):   
Line up Wendy and her associates for speeches, workshops and webinars NOW!  

Our Nurses Week Programs are: 
• Entertaining and enlightening 

• Inspiring and practical 

• Nourishing recognition for your nurses 

• Full of concrete, doable tools to take away 

• Heartfelt 
 

#1: Dealing with Difficult-for-Me People 
Caregivers deal daily with people they find irritating 
or frustrating. Faced with unsettling behavior, care-
givers need to communicate with empathy, directness 
and tact. Help your caregivers strengthen key commu-
nication skills that, by turning up the warmth, turn 
down the heat.  

• Words and actions that make matters worse, de-
spite the caregiver’s best intentions 

• “Heart-Head-Heart Communication” and 6 specific 
ways to communicate heart-to-heart 

• “The Caring Broken Record”: How to show compas-
sion and composure while delivering messages that 
people might not want to hear 

#2: Care with Compassion: The Power of One  
It’s a given that people who work in healthcare are 
caring people. But these days, patients and families 
may not feel this caring because staff are so task-
oriented and focused on their multiple responsibilities. 
Grounded in the premise that patients don’t care how 
much you know unless they know how much you care, 
Wendy Leebov refocuses people on the importance of 
communicating our caring and illustrates concrete 
ways to do so without spending a lot of time.  

• The power of each of us to make an important dif-
ference to patients, families and our coworkers 

• Six concrete ways to make our caring felt 

• Great examples that make these methods come 
alive 

#3: Getting a Grip:  Personal Coping Strategies for 
Nurses Running Ragged 
Talented nursing professionals struggle to keep their 
balance in today’s rat race of high patient volume, in-
formation overload, multiple priorities, and limited 
resources. Help!  

• Six concrete tools that help nurses focus and lev-
erage their precious energy, replacing pressure 
and overload with momentum, balance and per-
spective. 

 

 

• The results: Less frustration, increased stamina 
and greater gratification from their important 
work. 

#4: Service Lessons from My Patient Experience 
For more than 30 years, Wendy Leebov has been a 
patient satisfaction enthusiast, change agent, consult-
ant, trainer and author. Her mission: To strengthen 
compassion, responsiveness and service throughout 
healthcare. Diagnosed with breast cancer, Wendy 
found herself experiencing health care from a starkly 
different perspective. Hear Wendy share her patient 
experiences and her view of the action implications 
for caregivers. 
 
#5 Soulful Work 
People who work with soul apply their life energies to 
the mission of their job, to their everyday way of do-
ing it, and to the challenge of doing it even better. 
Today’s high-pressure healthcare environment makes 
it hard to stay soulfully engaged. This session identi-
fies keys to soulful work and demonstrates strategies 
employees can use to work with heart and soul. The 
results: More satisfied patients and more gratified 
staff.  

• “The Three C’s” key to soulful work 

• Practical positive strategies and tools you can use 
to reconnect with your soul purpose, to focus on 
and savor your everyday experience, and to feel 
harmony and support with coworkers 

Available on-site or via  

webinar or teleconference.  

 

Tailored for YOUR TEAM. 

 

For information about cost, scheduling and 
content, Contact Us.   

Or call Wendy directly at 215-413-1969 
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I recently discovered two amazing resources that are worth their weight in gold as we work to shift Patient 
and Family Centered Care from inspiring rhetoric to reality.   

• GO GUIDE  Transform Care in Six Steps: The Patient- and Family-Centered Care (PFCC) Method-
ology (2009) 

Written by Anthony M. DiGioa, III, M.D. (of Renaissance Orthopaedics and the Orthopaedics Program, 
Magee-Womens Hospital, University of Pittsburgh Medical Center), Patty Embree, and Eve Shapiro, this 
informative, easy-to-read booklet explains and illustrates the Patient- and Family-Centered Care (PFCC) 
Methodology and Practice, an elegantly simple, “disruptive,” six-step approach to delivering patient- and 
family-centered care in any size health care setting. 

Described as “amazingly simple and simply amazing.”  And I agree!  Click here to download.      

• Patient Centered Care Improvement Guide 

The Planetree Project Team (Susan Frampton, Sara Gustello and Carrie Brady) and the Picker/Planetree 
Fellows (Maria Hale, Susan Bennett Smith and Susan Stone) joined together to create this far-reaching, 
inspiring and helpful collection of clearly articulated concepts and concrete best practices created and 
tested by respected healthcare organizations.  Click here to download.     

THANK YOU to the AMD3, Picker and Planetree teams for helping us all make strides toward our  visions by 
making these terrific resources available. 

I Love These Resources, 
and They’re Free! 

 

 
Quoteworthy :   

(A great definition of service recovery) 
 

“Doing it VERY right the SECOND time.” 

                                                                                      
—Anonymous 

 
 

  

Wendy Leebov presents 

The Language of Caring The Language of Caring   
Video-Based Communication Skills Training  

Help all staff Help all staff   
make their compassion and caring make their compassion and caring felt.felt.  
Results 

• Patients/families who are less anxious, more cooperative 
• Higher scores on HCAHPS and other surveys 
• Greater employee satisfaction and retention 
• A reputation for not only great care, but great caring 
 

Unique Features 
• A do-it-yourself process; no need to spend $$ on trainers 
• Managers lead their teams—the only path to accountability 
• One skill at a time; nine easy to 

run, video-based employee     
workshops; under 30 min each 

• For everyone on your healthcare 
team 

• Built-in follow-up and hardwiring 
• On-line for any-time, any-place    

access and printing 
 

CLICK TO PREVIEW VIDEOS AND LEARN MORECLICK TO PREVIEW VIDEOS AND LEARN MORE  
 
 

To contact Wendy directly, call 215-413-1969 or click here. 

Earn continuing education credits and learn how to use the PFCC methodology and practice first-
hand by attending a PFCC VisionQuest Workshop in Pittsburgh; November 13, 2009 from 8 am 
to 2:30 pm.  For info, click here.  To register, visit www.patientandfamilycenteredcare.org 

qpe
www.quality-patient-experience.com
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About THEIR BIGGEST PET PEEVES 

• “I ring for a nurse and she meanders in much later like she has all the time in the 
world.” 

• “Where I go, nurses and doctors use computers in patient rooms.  They say all your 
information is on there.  And when you talk, they sit and type.  It really makes you 
paranoid.  I wish I could see what they’re writing about me.” 

• “I hate it when I can see and feel tension between my nurse and my doctor.  So much 
for my sense of security!” 

• “I resent it when the staff talk in code or jargon.  They either have no idea what 
they’re talking about or they want to shut me out and keep me dependent.” 

• “I wish the staff would tell me the truth!  I ask, ‘how long will it take?’ and they say 
‘just a few minutes’.  And then it takes HOURS!  I think they mean well but I want to 
know what to expect for real, so I can adjust.”   

 

Graphic With A Message 
Enjoy and share to make  
an important point.   
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Patients Speak 
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 THANK YOU FOR TUNING IN! 
 

If you like this e-newsletter, please forward it to a friend/colleague.   If a friend/colleague sent 
this e-newsletter to you, please subscribe by visiting our website.  Click here to access back issues.  We’d   
appreciate your feedback on this e-newsletter.  Click here to share.   
      Thank you!   

 

Contact Us 
Wendy Leebov and Associates 
Phone: 215-413-1969 
http://www.quality-patient-
experience.com/contact-us.html 

Concrete, Sustainable Solutions  
For Your Healthcare Team 

We’re on the WEB! 
www.quality-patient-experience.com  
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Ask Your Team This Cage-Rattling Question:   
A Trigger For Crucial Conversations 

“When a patient, family member or coworker is angry about the care or service they’re receiving and 
they direct their anger at you, what does it take on your part to remain compassionate and avoid     
becoming defensive?” 

Ask your team what produces a lot of stress in their jobs, and among the top 
responses, you’ll hear, “difficult people!” It certainly can feel like challenging 
customers create a lot of stress for us.  But stress is a response to a situation, 
not the situation itself.  Engage your team in sharing ways people can manage 
their response to challenging people so that they can stay engaged and caring 
while minimizing their stress response.  

Stress-Buster 
Simple Nurturing 

 

• Soak a hand towel and warm it up in a microwave 
for two minutes until steamy.  

• Place it on the back of your neck, on your face or 
on your computer-achy hands. 

• Close your eyes and breathe deeply for several 
minutes. 

 

Coming Up 
 

• Can You Make a 
Page of Standards 
Come Alive?  

• Patients Speak…If 
WE Wrote the 
Standards for Staff 
Behavior  

 

 




