




Compassionate 
Communication

MediCoach 2022



Learning objectives

• Differentiate between Pity, 
Sympathy and Empathy
• Explore the levels of listening 

and types of communication , 
how they can assist you
• Empathy communication for 

consistent communication 
across your team
• Recognise your triggers, provide 

self compassion and self care
to prevent burnout in you staff





Discord

• A disconnect in the relationship
• Questions to ask yourself are:-
• Have you shown judgement

• Tone
• Body language
• Words that you have used
• Have you tried to coerce, 

persuade, tried to sell the idea of 
change

• Am I using Evaluative language
• I think you should....
• I think you are …



Connection
Mindfully present

Perceptive reflections

Powerful inquiries

1

2

3



Mindfully present

• What has been the best 
thing that bought a 
smile to your day 
recently?

• What is one thing that 
you are grateful for right 
now?

Bring the client into 
the present

• How are you?
• How are you getting on?

Avoid questions 
such as



Perceptive reflections

People want to feel heard and understood

Reflect back 
the “feelings” 
that you are 

hearing

The content 
that you are 

hearing
vs



55%
(Body movements, 

face, arms…)

38%
(Voice tone, 

modulation, pauses…)

7%
(Words)

McKinsey report 
demonstrates
effective communication 
between team members as 
a proven hospital 
avoidance strategy

Communication

Team 
members Individuals



Level 1 Level II Level III
Transactional

Inform
Positional

Persuade
Transformational

Co-create

Confirms what you know Defend what you believe Discover what you don’t know…

Overuse…
Talk past each other

Tell-Sell-Yell - Compliance

Overuse…
Bang Heads

Addicted to Being Right

Overuse…
Talk in Circles

All talk no action

Seek…
Give and Take

Seek…
Win/wins

Seek…
Partner

TELL ASK ADVOCATE INQUIRE SHARE DISCOVER



Pity

• Pity can be received as Patronising
• Pity has the undertone of being 

received as
"thank goodness that's not to me"



Sympathy

• Understanding another's perspective through your own lived 
experience

• Can be useful for Validating another's experience

• Be mindful not to take over the story line



Empathy

• Feeling with

• I hear you

• I understand you

• I get you

• Can be exhausting



Tips

If your reflection starts with
"I think" - that's your 
thoughts

• Be mindful not to add
• "is that right"

Instead use
"what's your reaction to that"
Use
Silence and space



Feeling for rather than with

Compassion



Praise

• Quick reward will limiting effects
• Can be received as judgement

• Can put us in a "sticky situation" 
and limit connection



Compassionate communicator

(Moore et al., 2016)

Needs
Not strategies

Observations
Not evaluations

Express / Request
Not demands

Feelings
Not thoughts

Focus on the future 
vision & take the team 

on the change 
journey







NVC
• Technical Giraffe:-
• You feel …... because your 

need for …. has been met/not 
met

• Street Giraffe:-
• Your (emotion)…... and you 

want ….

• Naming the emotion 
Vs reflecting the content
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• What can we explore here together?
• What’s next?
• What are you willing to change?
• What do you feel I need to know?
• What would you like/ (topic) to dive deeper on?
• What would make this an effective strategy for you?
• What else can we learn from this experience?
• What’s another choice you make besides the two in 

front of you? 
• How do you want it to be?
• What about that is important to you?
• What are the possibilities here?
• What did you learn?
• What is your desired outcome?
• What do you know?
• What is the alternative?
• What would you ask yourself?
• Where might this lead?
• What is the opportunity here?
• How is this working?
• What else?                           
• What changes would you like to make in your routine?
• What could that look like?
• What could be?
• Tell me about a time you had an experience like this in 

the past?
• What would you like to discuss?
• I am curious to know ...?
• What worked for you?
• What is the best experience you have had with your 

desired future behaviour?
• What Values do you seek to live by in your life?
• How might your desired future behaviour lead to 

benefits in the future?
• How might your current behaviour lead to problems in 

the future?

I am curious to know…?

What could that look like?

Where might 
this lead?

What are you 
willing to 
change?What is 

working?

What’s next

How is this 
working?

What did you 
learn?

What can we explore 
together

What worked for you?



Open Inquiry, reflections, affirmations

I’m hearing you’re 
feeling...

This is important to 
you
This really matters to 
you
You really value this 

Who, What, 
When, Where, 
How?









ABCDE 
Model















Dealing with challenging 
Behaviours



Emotional agility

(David & Congleton, 2013, p. 126)

The ability to manage one’s thoughts and 
feelings

Emotional agility can help alleviate stress, 
reduce errors, become more innovative, 

and improve job performance



Cultivate 
Psychological 
Safety



What is PERMA?

P

E

R

M

A
Positivity

Engagement

Relationship

Meaning

Achievement



What are the 
positive 
emotions?

Hope

Inspiration

Interest

Joy

Awe

Gratitude

Pride

Love Serenity

Amusement



Daily check-in

What experience of (PERMA) have I had today?

What experience of (PERMA) could I have 
tomorrow?



The “Census” question for resilience

Did I feel challenged 
today?



Many conversations 
are “problem 

solving”

Many could be 
asking “What could 

be?”



Learn to manage your triggers

Happens to all 
of us... 

How can you 
tell?

What hooks 
you?



The path to “unhook” and avoid the 
trigger!

given the option, 
take a kind view of 

yourself

don’t judge it or 
criticise yourself for 
having it

a journey of 1,000 miles learn what they 
are if you don’t 
know them

Self-
acceptance 

& self-
compassion

Be mindfully 
aware of your 
reaction

Live in your 
values

Take small 
steps to 
change



Change fatigue

• Sense of apathy or passive 
resignation towards 
organisational changes

• Change efforts are 
unfocussed, uninspired & 
unsuccessful



Signs of change fatigue

• Disengagement
• Exhaustion
• Absenteeism
• Confusion
• Conflict
• Cynicism



Check in





Self Check in 



Create a self-care 
plan for you and 

others

Principles 
of PERMA

P

E
R

M
A

“Tomorrow I 
will…”

Principles 
of lifestyle 

health



Resources
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Expressing Empathy 
 
To establish trust and rapport, to resolve ambivalence, to evoke “The Golden Sigh,” and to invite new 
possibilities, evocative coaches may seek to express empathy using the Nonviolent Communication® (NVC) 
model developed by Marshall Rosenberg and the Center for Nonviolent Communication (www.cnvc.org). 

 
The NVC model distinguishes between observations and evaluations, feelings and thoughts, needs and 
strategies, as well as requests and demands. The lists on the following pages can assist coaches to gain 
facility with using these distinctions in our communications with teachers. The Choice Points diagram, below, 
illustrates two key opportunities to use these distinctions in coaching as well as in life. 

 
NVC Distinctions 

 

 
 
 

 
 

The Choice Points diagram is inspired by Gregg Kendrick http://www.basileia.org 

Download here

Steps

1. Listen for the Feeling expressed or “guess” (called 
an empathy guess what is not being said

2. Use observational language of:- I hear; I notice;  
sound like you are …;  VS I think 

3. Name the Feeling
4. A feeling being expressed is attached to a need 

that is being met or unmet
5. Can you or your staff member identify what need is 

not being met
6. Naming the need that is not being met will allow for 

multiple solutions to arise
7. A person who can identify a solution for themselves 

and state it, is most likely to adopt it

https://www.dropbox.com/s/s0h5wwzc2ymw2vj/Understanding%20Feelings%20and%20Needs.pdf?dl=0


MediCoach wheel 

Click Here to complete (confidential, MediCoach  nor does any 
3rd party does not see or report on any of these)

1. Start with scoring your current satisfaction out of 10 for each 
area

2. Identify where would be the easiest place for you to start to 
make some adjustments (1% more at a time)

3. Select the progress measure (bottom dark green section)
4. Nominate how long you are providing yourself to make these 

adjustments to this area
5. Email it to yourself

http://medicoach.com.au/wheels/wellness-wheel.php


Activities

• Take the FREE VIA strengths survey here

• Take the Emotional Intelligence test and resources here

• Mindfulness test here

• Watch and read – How Mindfulness cultivates compassions here

• Take the CREATES test here for innovation and understanding your 
brain and your workforce mindsets

https://www.viacharacter.org/
https://www.mindtools.com/pages/article/ei-quiz.htm
https://ggsc.berkeley.edu/images/uploads/The_Mindful_Attention_Awareness_Scale_-_Trait_(1).pdf
https://greatergood.berkeley.edu/video/item/how_mindfulness_cultivates_compassion
https://www.shelleycarson.com/your-creative-brain/the-creates-brainset-model


Stress and resilience

• Click here to read about  Psychological safety in teams

• Click here for Appreciative Approach with example 
questions

• Click here for a PERMA overview – How to cultivate teams 
and individuals that flourish

https://www.researchgate.net/publication/268328210_Psychological_Safety_Trust_and_Learning_in_Organizations_A_Group-level_Lens
https://www.dropbox.com/s/2lgzk8n363i9jwt/Appreciative%20Inquiry%20%20ApproachV1.pdf?dl=0
https://www.mindtools.com/pages/article/perma.htm




Q&A


