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Achieving a Community of Caring by Making 
Compassionate Communication Universal

Jill Golde, M.S.
Senior Vice President, Language of Caring, a branch of Planetree International

314.571.9607; jgolde@languageofcaring.org

languageofcaring.org

Can you reply with a wholehearted YES?

1.  Our residents thrive in an atmosphere of 
respect, dignity, compassion and support—
and their families know it and appreciate it. No Yes

2.  You can see and feel lovingkindness in 
every human interaction. No Yes

3.  Staff respect each other and find joy in 
caring. No Yes

languageofcaring.org

Session Objectives and Agenda  

Identify how to achieve a culture and community of caring…

• Identify the difference between being caring and communicating caring.

• Identify concrete language skills and words for in the moment effectiveness 
and caring with residents, families and staff.

• Learn new strategies to increase staff engagement and commitment.

languageofcaring.org



8/18/20

2

 
 

Staff Residents and 
Families  

 

Value Chain:  The Benefits 
 
 
 
 
 
 

• Reconnection to Purpose 
• Engagement 
• Satisfying Relationships 
• Feeling of Efficacy 
• Coworker Harmony 
• Fulfillment 
• Decision to Stay 

 

• Safety, Comfort and 
Security  

• Reduced Anxiety 
• Peace of Mind 
• Appreciation 
• Satisfaction 
• Loyalty 
• Retention 
• Advocacy 
 

• Mission Fulfillment 

• Higher Core Q Scores 

• Less Risk/Fewer 
Complaints 

• Staff as Ambassadors and 
Recruiters 

• Great Reputation/ 
Differentiation 

• Retention and Referrals 
• Financial Health 
 

•  

è 
 

è 
 

 
 

languageofcaring.org

Warm-Up: Your Healthcare Journey

What motivates you to 
stay in healthcare?

Why did you decide to 
work in healthcare?

5languageofcaring.org

OUR COMMON THREAD: WE WANT TO MAKE A DIFFERENCE!

languageofcaring.org
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And yet…

7languageofcaring.org

Premise:  Caring          communicating caring!                      

languageofcaring.org

Nurse Manager Story:  The Missing Piece

languageofcaring.org
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Everyone Has a Story

10languageofcaring.org

BENEFITS OF EMPATHY FOR RESIDENTS
• We promote the healing process by reducing anxiety.
• We build trust, cooperation and hope.
• We encourage residents and family members to speak 

up and actively partner with us in their care.
• Improves patient adherence to the care plan.
• We connect with people as individuals.
• It is the right thing to do!

These all lead to IMPROVED MEDICAL OUTCOMES for our residents!

11languageofcaring.org

BENEFITS FOR OUR TEAM MEMBERS

We all rely on each other because
we all serve the patient, whether directly or indirectly!

These skills ALSO apply to the way we treat each other. 
12languageofcaring.org
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BENEFITS FOR YOU

• Personal gratification

• Less time — more efficient 

• Improved collaboration 

• More cohesive team

• Better relationships

• More effective communication

• Fewer complaints and lawsuits

A common language that will 
make us more successful

13languageofcaring.org

The Patient-Centered Care Model relies on 
empathic communication---

languageofcaring.org

BECOMING COMPETENT AT 
HEART-HEAD-HEART

15languageofcaring.org
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Situation: (Resident to Caregiver) 
“My head is killing me. I can’t stand the pain!!”

What is your first response?

languageofcaring.org

Two Kinds of Communication

Heart 

Emotion, Caring, 
Empathy

Head

Tasks, Information, Analysis, 
Explaining, Fixing, Plans

Both Heart and Head messages are important!

When we speak from the Heart:

Residents, families, and co-workers 
feel important, cared for, and 
understood.

They can then hear our Head 
messages much better.

When we speak from the Head:

People get valuable information.

They appreciate answers and 
solutions.
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Situation: (Resident to Caregiver) 
“My head is killing me.  I can’t stand the pain!”

Head Responses:
• “How would you rate your pain from 1 to 10?”
• “You can have more medicine in 20 minutes.”
• “Maybe it would help to rest.”
• “I’ll check to see if there’s some other medicine that might work better.”

Heart Responses:
• “I’m so sorry you’re in pain!”
• “It must be very hard for you.”
• “I want to help you get some relief.”

The Ideal?
The Heart-Head-Heart “Sandwich”

languageofcaring.org

Situation: (Resident to Caregiver) 
“My head is killing me.  I can’t stand the pain!”

The Ideal:  Heart-Head-Heart!

“I’m so sorry you’re in pain. I want to help.”

“I’ll check to see if there’s some other 
medicine that might work better for you.”

“I really want you to be comfortable!”
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If you were to eavesdrop…

More than 90% respond from the HEAD!

works:

•With residents, family members, and coworkers
• Across the continuum of care
• Between supervisors and staff
•With family and friends—beyond work

EVERYWHERE!

Heart-Head-Heart in Action

“I read in the paper about 
problems at this facility. Maybe I 

should take her somewhere else!”

languageofcaring.org
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Options Response Impact

All Head

”I can explain the basis of that report. The fact is, the team 

here provides excellent care. They are  very experienced and 
will ensure your Mom is well cared for. “

Clear inform ation but… .
• No acknow ledgem ent of concerns

• No appreciation for your anxiety
• Leaves you feeling, “They don’t understand!”

All Heart

“Ms. Simpson, you sound worried about the report and 

concerned about your mother’s care here.  I realize that 
reading reports about our facility in the paper can be 
unsettling.  And I recognize how important it is to you to trust 

us with your mother’s care.”

Caring w ords but…
• No acknow ledgm ent of or explanations about the 

reports in the paper 
• No inform ation about how  they insure quality care

Heart-Head-
Heart

Sandw ich

• Heart: ““Ms. Simpson, you sound worried about the 

report and concerned about your mother’s care here.  I 
realize that reading reports about our facility in the paper 
can be unsettling.  And I recognize how important it is to 

you to trust us with your mother’s care.”
• Head:  ”I can explain the basis of that report. The fact is, 

the team here provides excellent care. They are  very 
experienced and will ensure your Mom is well cared for. “

• Heart:  “I want to reassure you.  Your mother will  be in 

great hands with our staff.”

Caring w ords and clear inform ation…
• Em pathic w ords to acknow ledge fam ily m em ber’s 

feelings
• Clear inform ation
• Caring w ords w ith respect and com passion

Response Options:  “I read in the paper about problems at this 
facility. Maybe I should take her somewhere else!”

Together, let’s tackle THIS situation.

Responses?

Responses?

I don’t know 
WHERE my 

daughter is!  I 
thought she’d be 

here by now!

I don’t know where my 
daughter is!  I thought she’d 

be here by now!

Sample Head Responses:
• “I’ll bet she was delayed at work.”
• “She’s probably stuck in traffic and will be here soon.”
• ”Are you sure she said he was coming today?”
• “How about if we wait a bit and then give her a call?”

Sample Heart Responses:
• “You sound worried.”
• “I imagine it’s hard to wait when you’re eager to see her.”
• “I want to ease your mind about this.”
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Heart-Head-Heart Sandwich:  Another Example

I don’t know where 
my daughter is!  I 

thought she’d be here 
by now!

“You sound worried.”

“Perhaps she’s caught in traffic.  How about if we wait 15 minutes and 
then give her a call if she’s not here by then.”

“I know it’s hard to wait when you’re eager to see her. And I want to 
ease your mind”

Heart-Head-Heart In Action

29

Staff Experience and Engagement Matters!

• Same skills that work with residents and families work with staff!

• Some ideas for engaging and building commitment:
• Compassion STORIES!
• Engaging Staff in Making a Difference
• Simple ways to Strengthen Co-worker Relationships
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Build compassion skills with compassion stories.

• Beyond a “feel good” activity
• Skill-building through vicarious experience

If they can be so 
caring, so can I!

Build compassion skills with stories:  Evidence
• Listeners’ thoughts and emotions map to storyteller’s; they learn vicariously 

(U. Hasson; 2016)

• Stories shape thought processes like lived experience (Immordino-Yang; 
2015)—e.g. the skier

• “Experience-taking” results in strong feelings of moral motivation and 
changed behavior (L Libby, 2012)

• When people feel emotionally transported into a story, they score higher on 
empathic concern a week later (Amsterdam’s Vrije Universiteit; 2013)

• We are more likely to act with compassion after we see or hear about 
another’s compassionate act.  We feel gratitude, admiration and 
“elevation.”(J Haidt, Flourishing: Positive Psychology and the Life Well-Lived;
2003)

Connect Staff to Compassionate Stories & 
Experiences
• What’s the best compliment you’ve ever received about your work?

• When in the last week did you act with compassion in your work or family life?  
Tell the story.  What did you do?  What was the result?  How did you feel 
afterward?

• When in the last week did someone else show compassion for you? Tell the 
story.  What did they do?  What was the result?  How did you feel afterward?

• How have you shown loving care today?
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Publish 
Magazine

Hold ContestsCreate a Play

Share in 
Meetings

SPREAD Compassion Stories

Get Creative!

languageofcaring.org

Ways to Engage Staff to Make a Difference
Ask your staff to answer this questions.  They’ll be interested in each 
other’s answers.

After serving a resident/patient/customer, how do you
want to be remembered?

Next, make the point that we have the power to create the impression 
we want.

Simple Ways to Strengthen Co-worker 
Relationships
• What do you wish your colleagues realized about you that would help 

them work better with you?  (Just listen!)

• What other department do you really appreciate and why?

• Start huddles and/or meetings with a couple of celebration or 
appreciation comments.
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Survey to Over 50 Organizations
% of clients who reported Language of Caring had a positive impact on:

Organizational Culture 91.04%

Coworker Relationships 94.20%

Leader Effectiveness 83.58%

Collaboration & Teamwork 91.17%

Employee Engagement 85.08%

Empathy 95.53%

“Heart-Head-Heart has become a part off the common language and 
expectation within our community.”

“When working with a difficult resident, Heart-Head-Heart is great.  We can 
reduce the person’s frustration and then solve the issue.  It also works when 
when there are conflicts between co-workers.” 

“We receive compliments and letters from families that our care is 
improving and everyone is so friendly and caring. Many people inquire as to 
what we have done to achieve this? 

Stories of Positive Impact

You can engage your team in developing, mastering and using 
caring communication skills.

The result?  
You can achieve 

and be known for 
a distinctive culture of caring.
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How to Create a Culture of Caring?  Make EMPATHY Your 
Universal Language

• Notice and teach the difference between being caring and MAKING 
CARING VISIBLE – in yourself and others.

• Help and expect everyone in your community to use the Heart-Head-
Heart Method --- the ONE SKILL that makes caring visible, effective, 

and felt in everyday interactions

• Engage everyone—nurses, aides, technicians, support services, 
leaders, and all staff across the continuum of care

Cookie Golde

 
 

Staff Residents and 
Families  

 

Value Chain:  The Benefits 
 
 
 
 
 
 

• Reconnection to Purpose 
• Engagement 
• Satisfying Relationships 
• Feeling of Efficacy 
• Coworker Harmony 
• Fulfillment 
• Decision to Stay 

 

• Safety, Comfort and 
Security  

• Reduced Anxiety 
• Peace of Mind 
• Appreciation 
• Satisfaction 
• Loyalty 
• Retention 
• Advocacy 
 

• Mission Fulfillment 

• Higher Core Q Scores 

• Less Risk/Fewer 
Complaints 

• Staff as Ambassadors and 
Recruiters 

• Great Reputation/ 
Differentiation 

• Retention and Referrals 
• Financial Health 
 

•  

è 
 

è 
 

 
 

With Heart-Head-Heart as the foundation for a caring 
culture, you can achieve great benefits!
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Thank you!
Jill Golde

jgolde@languageofcaring.org
314.571.9607

languageofcaring.org


