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In the spirit of reconciliation, HotDoc
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We pay our respect to their elders past and
present and extend that respect to all Aboriginal

and Torres Strait Islander peoples today.




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
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isconnect

Words that you have used
Have you tried to coerce,

Body language

Have you shown judgement
Tone

Questions to ask yourself are

Ad

//////.
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N // X

persuade, tried to sell the idea of

change

Am | using Evaluative language

| think you should....
| think you are ...



Connection

Mindfully present Powerful inquiries

Perceptive reflections

ﬂ HotDoc Med?



Mindfully present

Bring the client into
the present

Avold questions

such as
« What has been the best .
thing that bought a * How are yous |
smile to your day » How are you getting on?

recentlye
* What is one thing thaft

you are grateful for right
nowe

€3 HotDoc Med]



Perceptive reflections

<.,

The content
that you are
hearing

Reflect back
the “feelings”

that you are
hearing

- e

People want to feel heard and understood

{3 HotDoc MediCoach



Communication

Team [—
1 @) -
McKinsey report Meroer ) individuals

K14

demonstrates (Voice fone,

. . . modulation, pauses...) 55%
effective communication (Body movements,
between team members as face, arms...)

a proven hospital
avoidance strategy

{3 HotDoc MediCoach



levelll | Levelll

Transactional Positional Transformational
Inform Persuade Co-create

EEN) @ES= ovocr: SR NauRe NN SHae R Dscover

Confirms what you know Defend what you believe Discover what you don't know...
Overuse... Overuse... Overuse...
Talk past each other Bang Heads Talk in Circles
Tell-Sell-Yell - Compliance Addicted to Being Right All talk no action
Seek... Seek... Seek...
Give and Take Win/wins Partner

ﬂ HotDoc Med1



Pity

 Pity can be received as Patronising

» Pity has the undertone of being
received as

"thank goodness that's not to me"

THE P(MY PARTY W
WELL ATTF-~



EMPATHY SYMPATHY

Disembodied Self-Location Embodied
Heterocentered Visuo-spatial Perspective Egocentered

| The Selfinthe Other ~ Clf : The Other in the Self
‘\ Other
\ ) s

« 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

ﬂ HotDoc Med?




V' AS HuMAN BEINGS

DAZ O SPT Conmume
~) =~ 3 LINDERSTAND ING

UNDERS TAN D
FEELINGS cc Michae| Sabola 2012

Feeling with
| hear you

| understand you

| get you

Can be exhausting

€3 HotDoc Med]



TIPS

If your reflection starts with

"l think" - that's your
thoughts

* Be mindful not fo add
* "Is that right”

Instead use
"what's your reaction to that"

Use
Silence and space



Compassion

Feeling for rather than with

ﬂ HotDoc Med’f



Praise

« Quick reward will limiting effects
« Can bereceived as judgement

« Can put usin a "sticky situation”
and limit connection




Compassionate communicator

Feelings

Express / Request

Observations

Focus on the future

vision & take the team

on the change
journey

b4
(Moore et al., 2016) ﬂ HOtDOC Medl CoaCh




WHEN NEEDS ARE NOT BEING MET

Hostile

Appalk

WHEN NEEDS ARE BEING MET
Exhilarated

nthralled, Exub¢

Excited

nated

m Unsettled
Tense
Antsy, Anxious, Bitter, Distressed, Distraught, Edgy, Fidgety,
Frazzied, Irritable, Jittery, Nervous, Overwheimed, Pressured,

Restless, Stressed out, Uneasy

Joyful
mm

e Amused, Buoyant, Delighted,
MMM.—

Relaxed
At ease, Carefree, Comfortable, Open

Afraid
Apprehensive, Concemed, Dread, Fearful, Foreboding,
Frightened, Hesitant, Mistrustful, Panicked, Petrified, Scared,
Suspicious, Terrified, Timid, Trepidation, Unnerved, Wary,
Warried, Reserved, Sensitive, Shaky, Unsteady

Curious
Adventurous, Alert, Interested, Intrigued,
Inquisitive, Fascinated, Spellbound, Stimulated

Vulnerable
Cautious, Fragile, Guarded , Helpless, Insecure, Helpless, Leery,
R“ L4

Longing
Envious, Jealous, Nostalgic, Pining, Wistful, Y earning
Tired
Beat, Burmed out, Depleted, Exhausted, Fatigued, Lethargic,
Listless, Sleepy, W eary, Worn out

Disconnected

Alienated, Aloof, Apathetic, Bored, Cold, Detached, Disengaged,
Disinterested, Distant, Distracted, Indifferent, Lethamgic, Listless,

Lonely, Numb, Removed, Uninterested, Withdrawn
Sad
Blue, Depressed, Dejected, Despair, Despondent, Disappointed
Discouraged, Disheartened, Downcast, Downhearted, |
Gloomy, Gnef, Heavy hearted, Hopele ss £
Unhappy
Shocked
w., Horrhed

Pain
i Devastated

Confident
Empowered, Proud, Safe, Secure, Self-
sured

Grateful

Appreciative, Moved, Thankful, Touched
Refreshed
Enlivened, Rejuvenated, Renewed, Rested,
Restored, Revived, Energetic
Affectionate

Closene ss, Compassionate, Friendly, Loving,
Openhearted, Sympathetic, Tender, Trusting,
Wam

Peaceful

entered, Clear headed

Relieved

Content
Saushied

ﬂ HotDoc
MediCoach



Transcendence

Presence

Meaning
Purpose
Beauty Sleep
:x‘::‘ll:?at:::; Order Relaxation
Discovery, Play Cx:rtlic\idetry Play, Leisure

Ease, Gratitude
Individuality J Humor, Celebration
Wholeness Mourning

Flow Balance

Novelty, Learning
Courage, Risk
Consumption

Choice, Control

Respect
Freedom Understanding
Self-Efficacy Acceptance
Power, Space Benevolence
Independence Connection

Competition

Support, Love

VITALITY

Authenticity
"SR

Openness

Belonging, Support
To Matter, To Be Heard
Acknowledgment

Appreciation

|
Congruence

Self-Expressio rdependenc

daperation

Competence

Contribution Order, Security
Responsibility Justice, Fairness
Exercise Consideration
Productivity Food, Water Protection
Reliability Alr, Shelter, Familiarity

Health, Healing
Sensory Stimulation

Sustenance

Inspired by the work of Jim & Jori Manske (2005) hitp.//radicalcompassion.com,
Marshall Rosenberg (2005) hitp.//www.cnve.org, and Manfred Max-Neef (1992), Chilean economi

HotDoc Me(ﬁ



NVC

Technical Giraffe:-

You feel ...... because your
neefd for.... has been met/not
me

Street Giraffe:-

Your (emotion)...... and you
want ....

Naming the emotion
Vs reflecting the content




inquiries

Powerful

What can we explore here together?

What's next?e

What are you willing to change?

What do you feel | 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 yourselfe

Where might this lead?

What is the opportunity here?

How is this working?e

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 discusse

| am curious to know ...2

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?

ﬂ HotDoc
MediCoach



Open Inquiry, reflections, affirmations

I'm hearing you're
feeling...

Who, What,
When, Where,
How?¢

{3 HotDoc MediCoach



Behavioural
Reality

ﬂ HotDoc Medi
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Key Concepts

* Learned helplessness: is the giving-up reaction, the
quitting response that follows from the belief that
whatever you do doesn't’ t matter.

* Explanatory style: is the manner in which you habitually
explain to yourself why events happen.

There are three crucial dimensions to one’ s explanatory
style: permanence, pervasiveness and personalization.

We are teaching clients a crucial skill = how to conduct an
optimistic personal dialogue. Clients learn how to talk to
themselves when they fail and when things go well.




ABCDE Model & 5
Thinking Traps

1. Catastrophizing

2. Black & White Thinking
3. Jumping to conclusions
4. Overgeneralizing

5. Should statements

Negativity Bias: 1/5th of a second (our chemistry can
work against us)

Checking and challenging negativity; negative brain circuit
breaker



The A-B-C Model of Resilience

Adversity Beliefs Consequences
Being in a ; : > What you do or

challenging Inter. preting the feel as a result of
situation. situation. the situation.

Based on the work of Albert Ellis

ﬂ HotDoc Medi



The ABC

Model

A: Adversity - something happens to or
around someone

B: Belief - the event causes someone to have
a belief or thought that is either rational or
irrational

C: Consequence - the belief has led to a
consequence.

Rational beliefs lead to healthy consequences

and irrational beliefs lead to unhealthy l
reactions

{3 HotDoc MediCoach



Errors in thinking

Negative Event (A) Negative Event (A)
* Research suggest humans are l l
logici . . . .

ity Rational Belief (B) Irrational Belief (B)
* Our brains are predisposed to

making connections between

thoughts, ideas, actions, and

consequences, whether they are : :

connected or noti.e_' app]y Healthy Negatlve Unhealthy Negat|ve

inductive thinking to situations Emotion (C) Emotion (C)

requiring deductive reasoning

* Errorsin thinking = tendency to
make connections where there is
no true relationship

4= HotDoc 1Coach



Thinking errors

* Faulty, non-helpful connections occur are
influenced by our explanatory style i.e, way we
explain success and setbacks

Faulty connections and explanatory style are
influenced by biology and brain chemistry, social
interactions and culture, experience, learned
habits, bias, etc

These errors reinforce negative thinking and
emotions, serve to keep us feeling bad about
ourselves and undercut effective behavior




VR — N — . | ——— T

Thoughts
| am not good enough
People will judge me

Behaviour
Drink too much, avoid
interaction, eat too much,
or avoid going stay home

Physical Sensation

Tight chest, headache,
tired, mind numb

Feelings
Anxious, upset, depressed,
lonely




Magnification (Catastrophizing)
Bloweg $rnga out ef propetcn lcatastophinag) sometmen called “mabing mountaems
st of mole Nk

Exampder This is gong 50 be 2 disaster; this & the wovst daw of my Me: I'm never gosng
to et over tha

Should statements

FOCusng on The past, Mtempang 10 nedo hsiory with our Thowg hes, thinking hat we coukd
barce known things we couldn't haes krown. Leng crtical words kce should , ‘muat’, or
QU can make us fee! guity, Or e we hiree aveady faled. I we apply "houkds’ 10 Other
peagie the readt a1 chen fnatration

Exarmple: / should have stuched more before that tear; | show'ds 't have savd sometheng o
stupsdd, | shou'd Adve worn & oiforent cutfe

Judging yourself unfairly

These smemaents are hargh and ontical, When we ik 50 ourse hes this wayy, we 2w teasing
ourse s une nclly end sethowt love end et recogrumg that everyons maces rmeslaoss
ancd rOOOTy |8 pertecs

Exampde: F'm such o logey — [ canT do anything ngnt; M so stupsd, I'm the only one
who can't do tha: I'm aghy.

Accepting helplessness
Decding there & nathing you can do when mayse we haven't tried sventhing, or decicing
19 gave uD imateed of keep trpng.

Enarrple: X doesst metier mhet | say, Shay won 'l baleve me; | can't do anything about
It A never ot batran my opinion doesn T master; what’s the point of even tnng”

Perfectionism

Perdeciomnim i holdiag yoursel! 1o a» urvesscnatie slardard and bevng wnille 10 toerane
mintakns. It often leach 30 beating yourel! up ower aven smadl smors, and can lead %o other

thirking Urags e “shoud”™ statements and udging yoursel! uslarly

Enarrgide: / need 10 re-do the whole thaeg: / cant betieve | made that maotake.

THINKING TRAPS: UNHELPFUL THINKING STYLES

i"
3
J
:

’

5

All-or-nothing thinking

Sorvetoves Caled ‘Dlach s wihite Tark g, tha bind of 1hking Oferates » exdves
and dosan eawe 0om Do arything in e rmidcle

Exarnpda | have to get sl A this samvuter; what's the poine of trying out for the play —
W never ot the lewdd other /o ®2ph! ov rot ot o

Jumping to Conclusions
Forming an opnior witowt encugt evcence. Sametimes caled “mauming e moat”
1here are twe hey types of prrprrg 10 cond uwers

o Mird mad ng Smag ring we kros what atan e thirking)

* Forture e lng Pecikcing the fataw
Fagrngde ',y Qowy) o fad the test. NO 0rve e s 10 1ol 10 v 'y Py o Wy
samething eaupsd’ She e 't call bacaces @ doeen T avan Lie e,

Emotional Reasoning
famaring Tart Docane we foel 8 corta n way what e think must be true
Exarpida | ool ambarrmised, 30 | rrant be en ot | feel swlkowverd, 30 cther people mae

Thask e sovbvartd / Aoa’ narnoun, 30 0t sseass sovrevag band o gowsg %0 Aapypery, /
foel el 3t veans | don 't Asve any frienck

Over-generalizing
Seeeng &t Dasad wpan 2 sov)ie ewael of bews) vedy oot o0 the (0rd s o we
draw, oher uung waas Bos "sewet " Takeone T Trobody " and Tesenbcay "

Ecaopia: Nofheg ever goes rey wawy; | abeone maas thinge up / can't go anydhing right

Ignoring the good

Ducourting or grceng the pood things thet have happened or thet you have clone ioe
LNV IO OF anithey Thrk ") that Qe e (ST "0 Qo 'p.hv %) ¥TRNE0S T Oy
oamain types of svdence by actcing our adures bt Not o BCCeGIeL

Exarpda & dosen't matier thae they Lke me ¥ 3 populs bidk don't e me 'm »
terrble stugent (eves Shouph | heve an A = ase G rotheg werd Sph | fodey, / mess
W e thing




Mental agility

MENTAL A&ILITY

* Thinking traps get in the way of
mental agility - seeing things from
multiple perspectives to assess
accurately and productively

* We can’t control what is happening -
we can control our interpretations,
thoughts.

* Evaluate these automatic thoughts
with the goal of thinking flexibly and
accurately (realistically).

* Most adversities are caused by many
different factors - you, other people
and/or circumstances

OMANIMI X 2002

Dealing with challenging

Behaviours




Emotional agility

The ability fo manage one’s thoughts and
feelings

Emotional agility can help alleviate stress,

reduce errors, become more innovative,

(David & Congleton, 2013, p. 126) and mprove JOb performonce




Cultivate
Psychological

Safety

Psychological
Danger
Fear of
admitting
’ mistakes \
«Common Blaming
Knowledge
Effiects others
Less likely /
to share
different
views

Psychological
Safety
Comfort
admitting
/ mistakes \
Better .
Innovation Learning
& decision- from
making failure
\ Everyone
openly
shares
Ideas

ﬂ HotDoc Med?



What is PERMA?

® — Posifivity

Achievement ———®

- & Engagement
eaning @

®  Relationship ﬂ HotDoc MedYC()aCh



What
OSITI
emoti
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Daily check-in

What experience of (PERMA) have | had today?

What experience of (PERMA) could | have
fomorrow?



The “Census’ question for resilience

Did | feel challenged
foday?




‘

Many conversations
are “problem
solving”

Many could be
asking “What could
be?”



Learn to manage your friggers

Happens to all
of Us...

How can you
telle

What hooks
you'e

{3 HotDoc MediCoach



The path to "unhook™ and avoid the

given the option,
take a kind view of
yourself

a journey of 1,000 miles ‘

frigger!

Self- don’t judge it or
acceptance criticise yourself for
& self- Be mindfull having it
compassion aware of your
reaction

Take small

steps to
Chqnge I.ive in YOUI'

values learn what they

are if you don't
know them

{3 HotDoc MediCoach



Change fatigue

» Sense of apathy or passive
resignation fowards
organisational changes

« Change efforts are
unfocussed, uninspired &
unsuccessful

{3 HotDoc MediCoach



Signs of change fatigue

« Disengagement
* Exhaustion
« Absenteeism

 Confusion

« Conflict A
» Cynicism

ﬂ HotDoc Med?




Checkin MediCoach ...

The Ive ! {r hee provides a clear representation of how you balance these areas of your
life and will help you focus on which areas you feel need attention.
Plot O being least satisfied to 10 being most satisfied.

health
/{.'an-zié'/{;

health y eating

. 1
weight
¥

S [(’ 1Y ,2

movement

1 .
happiness

= » HotDoc MedTCoaCh



Resilience Skill Set

Self-Awareness

The ability to pay attention
to your thoughts, emotions,
behaviors, and
physiological reactions.

Strengths of Character
-0
The ability to use one’s top

strengths to engage authentically,
overcome challenges, and create a
life aligned with one’s values.

Self-Regulation

The ability to change one’s

thoughts, emotions, behaviors,

and physiology in the service
of a desired outcome.

Connection

*]
The ability to build and

maintain strong, trusting
relationships.

Mental Agility

The ability to look at
situations from multiple
perspectives and to think
creatively and flexibly

Optimism

O
The ability to notice and

expect the positive, to focus
on what you can control, and
to take purposeful action.

ﬂ HotDoc Med?



Self Check In

HOME > CHARACTER STRENGTHS

Character Strengths

Character Strengths are the positive parts of your personality that impact how you think, feel and behave.

Scientists have identified 24 character strengths that you have the capacity to express. By taking the VIA

=
Survey you will discover your unique character strengths profile. Knowing and applying your highest character . &
strengths is the key to you being your best self. '
2

PIB

¢
#:
o

€3 HotDoc Med1Coach



Create a self-care
polan for you and
others

“Tomorrow |
will..."

/
/
/
/
/
/
/
/
/
/
\\\ /
/
\\ r /
~ d
~ e(r's
~
~
| 8

Principles v‘%% .

of lifestyle
health

/
/
/
/
/

- Principles
- SN f PERMA
SIS ©

{3 HotDoc MediCoach






Compassionate communication

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
Observations reelings ) [ 1 |
N A A
See / Hear | Feel Because Would You
Notice I Need Be Willing To
Objective Wonderful Universal Connection
Descriptions Miserable Requirement ts Action

Ev@ns Ts Sts D@is

Choice Points in NVC

Observation 3
(Whatlsaw [—>1 M‘I Lo My | Requgs;
or heard) Feelings Needs lof Mysell

Connection Request: G Gues!
‘How doesthat resonate  (€——| Your f[&——| Your
with your experience? Need Feeling

eeds eelings
‘Connection Request: Observat ion
Would you be willing to share
whatyou heardme say? Express Express

. y e—{ My [¢&— My
A?ﬂonﬁeqie;h‘ Needs Feeli

(i., do something or agree to
do samething, right now)?

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

Copyright © 2012 Center for School Transformation « www.SchoolTrar ion.com All Rights Reserved

Download here

Steps

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

Use observational language of:- | hear; | notice;
sound like you are ...; VS Ithink

Name the Feeling

A feeling being expressed is attached to a need
that is being met or unmet

Can you or your staff member identify what need is
not being met

Naming the need that is not being met will allow for
multiple solutions to arise

A person who can identify a solution for themselves
and state it, is most likely to adopt it

€3 HotDoc Med]


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

MediCoach wheel

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

1.

2.

o

Start with scoring your current satistaction out of 10 for each
ared

ldentify where would be the easiest place for you to start o
make some adjustments (1% more at a fime)

Select the progress measure (bofttom dark green section)

Nominate how long you are providing yourselt to make these
adjustments to this area

Email it to yourself

ﬂ HotDoc Medi


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

AcCTivities

« 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 fest here for innovation and understanding your
brain and your workforce mindsets

ﬂ HotDoc Medi


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 resillience

 Click here to read about Psychological safety in tfeams

» Click here for Appreciative Approach with example
guestions

* Click here for a PERMA overview — How 1o cultivate teams
and individuals that flourish

ﬂ HotDoc Medi


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

€3 HotDoc | CPD WEBINAR

Flu Vaccine
Update 2022

HOSTED BY ‘ ;
Angela Newbound P et 30 MARCH

12:30pm AEST

’ ’ Immunisation Education Specialist . s

o L
L ] °
.......
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