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Five Pointers on Nonverbal Communication (continued)

2. If you don't tune in to the nonverbal signals of the people you serve, you'll miss really important
information and respond in ways that appear insensitive or uncaring. My sister Linda is having a lot of
undiagnosed pain. Upon arriving one morning, her caregiver Debbie asked her, "How are you feeling today,
Linda?" Linda answered with a pained expression and a defeated tone, "Fine!” If Debbie hadn't noticed
Linda's nonverbal cues, she would have taken her words at face value and said exuberantly, "6REAT!" Deb-
bie would have missed Linda's real message entirely. Instead, Debbie noticed Linda's expression and tone
and believed these signals, not her words. So, even though Linda said, "I'm fine," Debbie responded with
empathy, saying, "You look really uncomfortable. I bet it's really hard to have so much pain and not know
what's wrong.”" These words of empathy connected Linda to Debbie and helped her to feel less alone. One
more thing: When Debbie is with Linda, Debbie really funes in. She's fully present to her. If you aren't
present to the person you're with, you're going to miss their signals entirely, be unable to meet their real
needs and miss the chance to show your caring.

3. People's nonverbal signals are often not about you. It is often the situation, not
son that triggers their negative nonverbal signals. Anxiety, stress, nervous-
ness, fear, newness, pain -all of these cause patients and families to feel dis-
tress and show it in their nonverbal behavior. So, when the people you serve
scowl, groan, harrumph, raise their eyebrows, use snapping tones, shake their
heads, and clench their teeth, consider first that these are signs of their
distress over their situation, not about you. Instead of taking it personally,
cut people a break and use these as triggers for responding with empathy.

4. One nonverbal communication guideline will protect you from appearing
culturally insensitive. While communication research has shown that some Feeling Charades
nonverbal behaviors are universally understood (e.g. expressions of happi-
ness, sadness, fear, disgust, surprise and anger), the meaning of most other
nonverbal behaviors depends on one's culture. In some cultures: Ve niaky

e Nonverbal Behavior

. Shaking the head sideways means you agree.
. The thumbs-up gesture is considered rude.
o Looking down and not making eye contact is considered respectful.

. Standing close to someone while talking with them is considered an invasion of personal
space.

So what can you do? After all, knowing the cultural meaning of thousands of nonverbal behaviors and many
diverse cultures is utterly impossible, and even when you try to learn this, you risk stereotyping people and
that can be offensive. There is a solution. Mirror the other person's nonverbal behavior. Match your body
language signals to theirs. If they look intense, you look intense. If they are speaking quickly, speed up
your speaking pace. If they show a sense of urgency, then respond with a sense of urgency not only in your
words but also in your body language and tone. If they back away from you, back away a bit yourself.

When you synchronize your body language with theirs, it's affirming to the other person. They feel ac-
cepted and this builds rapport and trust.

Remember: Nonverbal communication has an enormous impact. Your posture, tone, pace and face all
give away your real meaning.

View video examples of nonverbal communication applied to healthcare realities now! My new video-based
Language of Caring training system features nine caring communication skills, including the skill *Showing Car-
ing Nonverbally”. Click here to preview the video from this module. After you click, scroll down to the
Jukebox video player and choose the first video.
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Video-Based Skill Building System
By Wendy Leebov

NEW! Featured Product:

The Language of Caring

THE LANGUAGE OF CARING HELPS YOU ELEVATE YOUR SCORES ON
THE FOLLOWING SURVEY ITEMS

HCAHPS

PRESS GANEY

How often did nurses communicate well with pa-
tients?

e Treat you with courtesy and respect?

Response to concerns/complaints
Staff include me in decisions re: treatment
Staff addressed emotional needs

® Listen carefully to you? Staff sensitivity to inconvenience

e Explain things in a way you could understand? Staff concern for your privacy
Friendliness/courtesy of the nurses

Attention to special/personal needs

How often did doctors communicate well with

atients?
P ] Time physician spent with you
e Treat you with courtesy and respect? - . .
Physician concern questions/worries

ist ly + ?
* Listen carefully to you Physician kept you informed

b 5
e Explain things in a way you could understand: Friendliness/courtesy of physician

Overall cheerfulness of hospital

Would you recommend this hospital fo your

friends and family? Likelihood recommending hospital

HOW?

By expanding and strengthening staff communication skills so that the dedicated people on our care
and service feams more effectively and more frequently make their compassion and caring felt.

The Language of Caring: Nine Modules Called "Skill-Builders”

Each Skill-Builder strengthens a single skill and helps people apply the skill when communicating with their cus-
tomers. Each Skill-Builder includes a compelling video-based, manager-led Employee Workshop that takes 20-
30 minutes, as well as Follow-Up Tools and Reinforcements.

#1: Heart-Head-Heart Communication #6: The Blameless Apology
#7: The Gift of Positive Regard
#8: The Caring Broken Record

#9: The Skills Combined

#2: The Practice of Presence
#3: Acknowledging Feelings
#4: Showing Caring Nonverbally

#5: Explaining Positive Intent

For everyone on your healthcare team

Training in bite-sized pieces; one skill at a time
Managers lead their teams

Great toolkits to support learning and hardwiring
Print-on-demand convenience

On-line for any-time, any-place access

FREE INFORMATIONAL WEBINAR

Learn from Wendy about the whole system
e C(lick to contact Wendy

e Or call 215-413-1969
|
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News from Wendy

. Health Forum is featuring "Reducing Patient Anxiety, Increasing Satisfaction”, a 12-minute Podcast with
Wendy. Download free and listen at: http://www.healthforumleadershipcenter.com/aspx/media/
Detail.aspx?d=75

. On August 17 and 18, 2009, Wendy is hosting an exhibit featuring her video-based training system at
the annual conference of the Institute for Patient and Family-Centered Care in Philadelphia. Email
Wendy at |leebovwl@comcast.net for information.

Quoteworthy

“The most important thing in communication is hearing what isn't said.”

—Peter F. Drucker

I Love This Book
Ordinary Greatness: It's Where You Least Expect It...Everywhere

By Pamela Bilbrey and Brian Jones,; John Wiley & Sons, 2009.

T've admired Pam Bilbrey for years. Pam founded the groundbreaking Baptist Health Care Leadership Insti-
tute which has helped many organizations achieve a culture of service excellence. No longer at Baptist, Pam
has moved on to apply her rich experience and insights as an executive team-builder, culture-builder and
coach. Now, Pam and Brian Jones have written a wonderful book that focuses us on the greatness in our or-
ganizations - greatness that so often goes unnoticed to the detriment of the organization and the people who
make it tick. In Ordinary Greatness, Pam and Brian share great, mind-shifting anecdotes and terrific tools
that recognize, appreciate and build on the cornucopia of talents that abound IF WE LOOK FOR THEM in our
organizations. The result: Inspired and inspiring leaders, a positive, soul-enhancing culture and an engaged,
energized workforce.
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Patients Speak

About FOLLOW-UP PHONE CALLS

° "T was surprised to hear from them. When I left the hospital, I thought, "Out of sight,
out of mind."

. "T got a call a week after I was discharged. At first I thought it was nice, but then I re-
alized that the only reason I got that call was to tell me to give them a high score on a
survey I would get soon.”

o "My doctor called to see how I was. Now that is something doctors just don't do in this
day and age. He seems to really care about his patients.”

o "The nurse who called was very nice. She was up on my case. She asked how I was doing
and if T had any questions. I didn't realize how many questions I had until she called.”

o "You know, the hospital doesn't get paid to do follow-up on patients. If they didn't care,
they wouldn't do it."

6raphic With A Message

Enjoy and share to make
an important point.

You are never saying nothing...

..even when you're not speaking.
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Ask Your Team This Cage-Rattling Question:
A Trigger For Crucial Conversations

What one really difficult situation do you have to handle often with patients, their families or your co-
workers? What have you learned about the best way to handle that situation?

Pose this question to your feam and share the results. People can empathize with each other's challenges and
also benefit from each other's education at the school of hard knocks.

Stress-Buster
Regain Perspective Coming Up
Find a quiet place where you can have privacy for at least 10 minutes.
Step 1 Grab some paper and complete the following sentence * On Staying Con-
starter at least 25 times. nected to the Pa-
. tient While Using
"In my life and work, I am really grateful for.............."
4 r9 the Computer
Step 2 Now write a short description of a really annoying or upset-
ting experience you had in the last week. Patients Speak...
Step 3 Reread your "In My Life and Work”List. About the Electronic
Medical Record
Step 4 Finally, rethink your annoying or upsetting experience, asking

yourself "How important is this?” Check that you have
placed the annoyance or upset in perspective.

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, and if you like what you read, 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

We're on the WEB!

www.quality-patient-experience.com

Concrete, Sustainable Solutions

For Your Healthcare Team
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