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Introduction 

Within Metro South Health, Person-Centred Care is health care that is both respectful of 
and responsive to the preferences, needs and values of people—regardless of where they 
are in their individual healthcare journey—and the families and communities in their 
support networks. Person-centred care is practiced by every staff member within all our 
healthcare facilities; in clinical- or hospital-based settings, person-centred care focuses on 
‘seeing the person in the patient’. 

In this module, you will further develop your understanding of Person-Centred Care, apply 
Person-Centred Care values in a range of scenarios and develop skills in planning for action 
around the 8 dimensions of Person-Centred Care. 

There are 15 scenarios, each consisting of a stimulus photo taken from the Cleveland Clinic’s 
Empathy video and a series of questions focused on empathy, applying Person-Centred Care 
values and planning for action.  

It is recommended that you complete Module 1: An Introduction to Person-Centred Care 
prior to undertaking Module 2. 

To view a scenario, press Ctrl+link below. 

 Has been dreading this appointment. Fears he waited too long. ................................. 2 

 Day 29 Waiting for a new heart. .................................................................................... 6 

 19 year-old son on life support. ................................................................................... 10 

 Doesn’t completely understand. ................................................................................. 15 

 Too shocked to comprehend treatment options. ....................................................... 19 

 Waiting 3 hours. ........................................................................................................... 24 

 Husband terminally ill. Visiting Dad for the last time. ................................................. 28 

 Wife had stroke. Worried how he will take care of her. ............................................. 33 

 Daughter is getting married on Saturday. Determined to be there. ........................... 38 

 Worried how he will pay for this. ................................................................................ 43 

 11,300 Km from home. ................................................................................................ 47 

 Hoping to hold her today. ............................................................................................ 51 

 They saw “something” on her mammogram. .............................................................. 56 

 Ears all better. Finally! ................................................................................................. 60 

 Car accident 6 months ago. Pain won’t go away. ........................................................ 64 
 

The photographs used in this Module are from Empathy: the human connection to patient 
care. Cleveland Clinic has provided these images to Metro South Health for the use in staff 
training. These images must not be modified in any way. 

https://au.citizenspace.com/metrosouthhealth/community-engagement/person-centred-care/consult_view
http://www.youtube.com/watch?v=cDDWvj_q-o8&list=PL95B29FDF6B7A3B17
http://www.youtube.com/watch?v=cDDWvj_q-o8&list=PL95B29FDF6B7A3B17


Has been dreading this appointment. Fears he waited too long. 

Has been dreading this appointment. Fears he waited too long.  
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Source: Empathy: the human connection to patient care by Cleveland Clinic 2013. Cleveland Clinic has provided these images specifically to Metro 

South Health for the use in staff training. These images must not be modified in any way. 

http://www.youtube.com/watch?v=cDDWvj_q-o8&list=PL95B29FDF6B7A3B17


Has been dreading this appointment. Fears he waited too long. 

Part 1. Walk in the person’s shoes. 

Bringing to mind your assumptions and beliefs about what this person may be 

experiencing… 

1. What do you see and hear? 

 

 

 

 

Example responses: 

 A noisy foyer 

 Lots of people rushing around or waiting 

 

2. Describe how they may be feeling. 

 

 

 

 

Example responses: 

 Scared, anxious, guilty 

 Nauseous, sweaty, breathless 

 Vulnerable 

 

3. What do you think they may be thinking? 

 

 

 

 

Example responses: 

 I don’t want to be here 

 I don’t want to know 

 



Has been dreading this appointment. Fears he waited too long. 

4. What could have led to this moment? 

 

 

 

 

Example responses: 

 A series of missed appointments 

 Ignored symptoms 

 Seen someone else go through this 

 

5. What behaviours may result from these feelings? 

 

 

 

 

 

 

Example responses: 

 He might try to leave 

 He might seem distracted and uncommunicative 

Part 2. Plan for action around the 8 dimensions of person-centred care. 
 

Eight Dimension of person-centred care 

 Respect for patients’ values, preferences and expressed needs 

 Emotional support and alleviation of fear and anxiety 

 Physical comfort 

 Information, communication and education 

 Continuity and transition 

 Coordination and integration of care 

 Involvement of family and friends 

 Access to care 

Picker Institute, 1987 http://pickerinstitute.org/about/picker-principles/ 

 

http://pickerinstitute.org/about/picker-principles/


Has been dreading this appointment. Fears he waited too long. 

6. How could you respond to these behaviours (in a way that acknowledges his 

feelings)? 

 

 

 

 

 

Example responses: 

 Introduce myself, smile or say hello  

 Explain my role and what I was doing there 

 Explain the environment, give directions 

 Provide encouragement, be warm and friendly 

 Ask about the family situation and offer to speak to others on their behalf 

 Ask if he has any questions 

 Be honest. If I don’t know I say I don’t know or I will find out 

 Ask if there are any preferences in the way his care is provided  

 Stop for a chat, listen and acknowledge feelings 
 

 

7. How could your service/ department create an environment that facilitates 

Person-Centred Care? 

 

 

 

 

 

Example responses: 

 Make sure the environment provides quiet and private indoor and outdoor spaces to wait 

 Ensure cultural and spiritual needs are met 

 Design systems that run effectively and minimise wait times in clinics 

 Provide a high standard of care including skills in how to deliver bad news 
 

 

 

 

 

 

 

 

 

 

 



Day 29 Waiting for a new heart. 
 

Day 29 Waiting for a new heart. 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Source: Empathy: the human connection to patient care by Cleveland Clinic 2013. Cleveland Clinic has provided these images specifically to Metro 

South Health for the use in staff training. These images must not be modified in any way. 

http://www.youtube.com/watch?v=cDDWvj_q-o8&list=PL95B29FDF6B7A3B17


Day 29 Waiting for a new heart. 
 

Part 1. Walk in the person’s shoes. 

Bringing to mind your assumptions and beliefs about what this person may be 

experiencing… 

1. What do you see and hear? 

 

 

 

 

Example responses: 

 Other people are getting on with their lives and mine is stuck 

 I am surrounded by medical equipment, a constant reminder 

2. Describe how they may be feeling. 

 

 

 

 

Example responses: 

 Scared, anxious, frustrated 

 Exhausted 

 Vulnerable 

 

3. What do you think they may be thinking? 

 

 

 

 

Example responses: 

 When is this going to end? 

 Could today be the day? 

 Why do I have to wear a gown and everyone else is dressed? 

 



Day 29 Waiting for a new heart. 
 

4. What could have led to this moment? 

 

 

 

 

Example responses: 

 History of intensive medical/surgical intervention 

 Near death experience/s 

 Moments of hope that have proved false 

 

5. What behaviours may result from these feelings? 

 

 

 

 

 

Example responses: 

 She may be angry and aggressive toward staff or other patients 

 She may be despondent 

 

Part 2. Plan for action around the 8 dimensions of person-centred care. 
 

Eight Dimension of person-centred care 

 Respect for patients’ values, preferences and expressed needs 

 Emotional support and alleviation of fear and anxiety 

 Physical comfort 

 Information, communication and education 

 Continuity and transition 

 Coordination and integration of care 

 Involvement of family and friends 

 Access to care 

Picker Institute, 1987 http://pickerinstitute.org/about/picker-principles/ 

 

http://pickerinstitute.org/about/picker-principles/


Day 29 Waiting for a new heart. 
 

6. How could you respond to these behaviours (in a way that acknowledges his 

feelings)? 

 

 

 

 

 

Example responses: 

 Introduce myself, smile or say hello 

 Explain my role and what I was doing there 

 Explain the environment, give directions 

 Provide encouragement, be warm and friendly 

 Ask about the family situation and offer to speak to others on their behalf 

 Ask if she has any questions 

 Be honest. If I don’t know I say I don’t know or I will find out 

 Ask if there are any preferences in the way her care is provided 

 Stop for a chat, listen and acknowledge feelings 

 Clarify her level of understanding and explain things in simple language 

 Link her with resources to read or that provide practical support 

 Check she is comfortable. Sometimes talking isn’t necessary. Being physically present, 

offering a drink, use of the phone or other practical assistance is what’s needed 

 
 

 

7. How could your service/ department create an environment that facilitates 

Person-Centred Care? 

 

 

 

 

 

Example responses: 

 Have good relationships in place to communicate effectively and work seamlessly with other 

services 

 Make sure the environment provides quiet and private indoor and outdoor spaces 

 Encourage visitors 

 Ensure cultural and spiritual needs are met 

 Allow and encourage patients to dress in their own clothes 

 Provide continuity and consistency of care 

 Provide a high standard of care 



19 year-old son on life support  
 

19 year-old son on life support. 

 

Source: Empathy: the human connection to patient care by Cleveland Clinic 2013. Cleveland Clinic has provided these images specifically to Metro 

South Health for the use in staff training. These images must not be modified in any way. 

http://www.youtube.com/watch?v=cDDWvj_q-o8&list=PL95B29FDF6B7A3B17


19 year-old son on life support  
 

Part 1. Walk in the person’s shoes. 

Bringing to mind your assumptions and beliefs about what this person may be 

experiencing… 

1. What do you see and hear? 

 

 

 

 

Example responses: 

 Machines making noises, alarms 

 A busy, fast paced environment 

 Distressing images of other people in ICU 

 See and hear other families’ distress 

 Overhearing staff conversations about their loved one 

 

2. Describe how they may be feeling. 

 

 

 

 

Example responses: 

 Frightened 

 Exhausted 

 Concerned 

 Overwhelmed – can’t take it all in 

 Anticipatory grief 

 Running on adrenaline 

 

 

 

 

 

 



19 year-old son on life support  
 

3. What do you think they may be thinking? 

 

 

 

 

Example responses: 

 Trying not to think the worst, but can’t help it 

 Why has this happened to us 

 How will I cope with the reality of this 

 

4. What could have led to this moment? 

 

 

 

 

Example responses: 

 Sudden accident or long illness 

 Near death experience/s 

 Moments of hope that have proved false 

 

5. What behaviours may result from these feelings? 

 

 

 

 

 

 

Example responses: 

 They may be angry, frustrated 

 

 

 

 



19 year-old son on life support  
 

Part 2. Plan for action around the 8 dimensions of person-centred care. 
 

Eight Dimension of person-centred care 

 Respect for patients’ values, preferences and expressed needs 

 Emotional support and alleviation of fear and anxiety 

 Physical comfort 

 Information, communication and education 

 Continuity and transition 

 Coordination and integration of care 

 Involvement of family and friends 

 Access to care 

Picker Institute, 1987 http://pickerinstitute.org/about/picker-principles/ 

6. How could you respond to these behaviours (in a way that acknowledges his 

feelings)? 

 

 

 

 

 

 

Example responses: 

 Introduce myself to the son and family. Explain my role and what I was doing there. 

 Explain the environment. 

 Be warm, friendly and empathic in my approach. 

 Enquire if there is anything the family would like to ask. 

 Offer to contact or speak with other important people in their lives (friends, family, support 

people). 

 Answer questions honestly. If I don’t know say I don’t know or I will find out. 

 Ask if there are any preferences in the way care is provided to their son. 

 Listen, acknowledge feelings, clarify any information I am not sure of. 

 Avoid using jargon. 

 Sometimes talking isn’t necessary. Small things like being physically present, offering a hot 

drink, offering use of the phone or other practical assistance is what’s needed. 
 

 

 

 

 

 

http://pickerinstitute.org/about/picker-principles/


19 year-old son on life support  
 

 

7. How could your service/ department create an environment that facilitates 

Person-Centred Care? 

 

 

 

 

 

Example responses: 

 Communicate effectively (all levels). 

 Keep the family informed. Clarify their level of understanding. 

 Be honest. 

 Keep things real (this will assist to build up a trusting relationship). 

 Give privacy when and where appropriate (considering the environment). 

 Make sure a quiet space is available. 

 Ensure people’s cultural and spiritual needs are met. 

 Be an advocate for the patient and family. 

 Provide continuity of care when/where possible. 

 Provide the best physical care. 

 Ensure the family is supported emotionally e.g. access appropriate services such as Social 

Worker, Chaplain etc. 



Doesn’t completely understand.  
 

Doesn’t completely understand.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

Source: Empathy: the human connection to patient care by Cleveland Clinic 2013. Cleveland Clinic has provided these images specifically to Metro 

South Health for the use in staff training. These images must not be modified in any way. 

http://www.youtube.com/watch?v=cDDWvj_q-o8&list=PL95B29FDF6B7A3B17


Doesn’t completely understand.  
 

Part 1. Walk in the person’s shoes. 

Bringing to mind your assumptions and beliefs about what this person may be 

experiencing… 

1. What do you see and hear? 

 

 

 

 

Example responses: 

 Complex medical terms, long words, unfamiliar words 

 A number of doctors/ medical staff 

 Room may have unfamiliar medical equipment 

 May not speak English 

 Doctor may have a heavy accent 

 

2. Describe how they may be feeling. 

 

 

 

 

Example responses: 

 Scared, anxious 

 Nauseous, sweaty, breathless 

 Vulnerable 

 Frustrated 

 

 

 

 

 

 

 



Doesn’t completely understand.  
 

3. What do you think they may be thinking? 

 

 

 

 

Example responses: 

 I don’t want to be here 

 I don’t want to know 

 I don’t understand 

 I need this information written down 

 Will my son remember? 
 

4. What could have led to this moment? 

 

 

 

 

Example responses: 

 Medication/ treatment may impact on patients ability to process information 

 Illness/ stroke/ head injury 

 

5. What behaviours may result from these feelings? 

 

 

 

 

 

 

Example responses: 

 The family member may be frustrated 

 The patient may not respond to questions 

 

 

 



Doesn’t completely understand.  
 

Part 2. Plan for action around the 8 dimensions of person-centred care. 
 

Eight Dimension of person-centred care 

 Respect for patients’ values, preferences and expressed needs 

 Emotional support and alleviation of fear and anxiety 

 Physical comfort 

 Information, communication and education 

 Continuity and transition 

 Coordination and integration of care 

 Involvement of family and friends 

 Access to care 

Picker Institute, 1987 http://pickerinstitute.org/about/picker-principles/ 

6. How could you respond to these behaviours (in a way that acknowledges his 

feelings)? 

 

 

 

 

Example responses: 

 Ask if they would like a family member/ carer present 

 Check understanding with patient and family member 

 Enquire if there is anything the patient and family would like to ask. 

 Provide a contact number if further questions are thought of. 

 Make a quiet space available. 
 

7. How could your service/ department create an environment that facilitates 

Person-Centred Care? 

 

 

 

 

Example responses: 

 Review patient information brochures with consumer input 

 Ask patients how they would like to receive information 

 Have different information options available eg different language, interpreters, websites 

http://pickerinstitute.org/about/picker-principles/


Too shocked to comprehend treatment options. 

Too shocked to comprehend treatment options.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Source: Empathy: the human connection to patient care by Cleveland Clinic 2013. Cleveland Clinic has provided these images specifically to Metro 

South Health for the use in staff training. These images must not be modified in any way. 

http://www.youtube.com/watch?v=cDDWvj_q-o8&list=PL95B29FDF6B7A3B17


Too shocked to comprehend treatment options. 

Part 1. Walk in the person’s shoes. 

Bringing to mind your assumptions and beliefs about what this person may be 

experiencing… 

1. What do you see and hear? 

 

 

 

 

Example responses: 

 The doctor talking and gesturing but no comprehension beyond the diagnosis 

 

2. Describe how they may be feeling. 

 

 

 

 

Example responses: 

 Shock 

 Sick 

 Panic 

 

3. What do you think they may be thinking? 

 

 

 

 

Example responses: 

 I don’t want to know 

 I’m going to die 

 I wasn’t expecting this 
 

 



Too shocked to comprehend treatment options. 

4. What could have led to this moment? 

 

 

 

 

Example responses: 

 She may want to tell someone or contact her family 

 May be distressed 

 May be admitted to hospital 

 Needs to make decisions 

 

5. What behaviours may result from these feelings? 

 

 

 

 

 

 

Example responses: 

 She may cry 

 She may be angry 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Too shocked to comprehend treatment options. 

Part 2. Plan for action around the 8 dimensions of person-centred care. 
 

Eight Dimension of person-centred care 

 Respect for patients’ values, preferences and expressed needs 

 Emotional support and alleviation of fear and anxiety 

 Physical comfort 

 Information, communication and education 

 Continuity and transition 

 Coordination and integration of care 

 Involvement of family and friends 

 Access to care 

Picker Institute, 1987 http://pickerinstitute.org/about/picker-principles/ 

6. How could you respond to these behaviours (in a way that acknowledges his 

feelings)? 

 

 

 

 

 

Example responses: 

 Provide encouragement, be warm and friendly 

 Ask about the family situation and offer to speak to others on their behalf 

 Ask what she’d like to know or if she has any questions 

 Give her a short break 

 Be honest. If I don’t know I say I don’t know or I will find out 

 Ask if there are any preferences in the way her care is provided 

 Listen and acknowledge feelings 

 Clarify her level of understanding and explain things in simple language 

 Write things down, draw diagrams and link her with resources to read or that provide 

practical support 

 Check she is comfortable. Sometimes talking isn’t necessary. Being physically present, 

offering a drink, use of the phone or other practical assistance is what’s needed 

 

 

 

 

 

 

http://pickerinstitute.org/about/picker-principles/


Too shocked to comprehend treatment options. 

 

 

7. How could your service/ department create an environment that facilitates 

Person-Centred Care? 

 

 

 

 

 

Example responses: 

 Make sure the environment provides quiet and private indoor and outdoor spaces 

 Encourage patients to bring family or friends to appointments 

 Ensure cultural and spiritual needs are met 

 Provide health information from reputable sources to help patients make decisions 

 Provide after-hours numbers if people are worried 

 Be skilled in how to deliver bad news 

 



Waiting 3 hours. 

Waiting 3 hours. 

 

Source: Empathy: the human connection to patient care by Cleveland Clinic 2013. Cleveland Clinic has provided these images specifically to Metro 

South Health for the use in staff training. These images must not be modified in any way. 

http://www.youtube.com/watch?v=cDDWvj_q-o8&list=PL95B29FDF6B7A3B17


Waiting 3 hours. 

Part 1. Walk in the person’s shoes. 

Bringing to mind your assumptions and beliefs about what this person may be 

experiencing… 

1. What do you see and hear? 

 

 

 

 

Example responses: 

 Busy environment 

 Noisy 

 A lot of sick people/ unhappy people 

 

2. Describe how they may be feeling. 

 

 

 

 

Example responses: 

 Angry 

 Frustrated 

 Nervous, anxious 

 Unwell 
 

3. What do you think they may be thinking? 

 

 

 

 

Example responses: 

 Doesn’t understand why he has been waiting so long. 

 



Waiting 3 hours. 

4. What could have led to this moment? 

 

 

 

 

Example responses: 

 Took a long time to find a car park. 

 Has taken time off work to attend appointment and needs to get back. 

 Accident, injury, or illness. 

 Previous appointment was postponed. 

 

5. What behaviours may result from these feelings? 

 

 

 

 

 

 

Example responses: 

 He may shout at staff 

 
 

Part 2. Plan for action around the 8 dimensions of person-centred care. 
 

Eight Dimension of person-centred care 

 Respect for patients’ values, preferences and expressed needs 

 Emotional support and alleviation of fear and anxiety 

 Physical comfort 

 Information, communication and education 

 Continuity and transition 

 Coordination and integration of care 

 Involvement of family and friends 

 Access to care 

Picker Institute, 1987 http://pickerinstitute.org/about/picker-principles/ 

 

http://pickerinstitute.org/about/picker-principles/


Waiting 3 hours. 

6. How could you respond to these behaviours (in a way that acknowledges his 

feelings)? 

 

 

 

 

 

Example responses: 

 Introduce yourself and your role. 

 Explain why there is a delay (if it is a scheduled appointment). 

 Explain the process/ what will happen next. 

 

 

7. How could your service/ department create an environment that facilitates 

Person-Centred Care? 

 

 

 

 

 

Example responses: 

 Review system for scheduling appointments. 



Husband terminally ill. Visiting Dad for the last time. 

 Husband terminally ill. Visiting Dad for the last time.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Source: Empathy: the human connection to patient 
care by Cleveland Clinic 2013. Cleveland Clinic has 
provided these images specifically to Metro South 
Health for the use in staff training. These images 
must not be modified in any way. 

http://www.youtube.com/watch?v=cDDWvj_q-o8&list=PL95B29FDF6B7A3B17
http://www.youtube.com/watch?v=cDDWvj_q-o8&list=PL95B29FDF6B7A3B17


Husband terminally ill. Visiting Dad for the last time. 

Part 1. Walk in the person’s shoes. 

Bringing to mind your assumptions and beliefs about what this person may be 

experiencing… 

1. What do you see and hear? 

 

 

 

 

Example responses: 

 Staff and other patients they have gotten to know over the years 

 A relatively peaceful environment (if palliative care environment) 

 Husband/Dad not looking like himself 

 Equipment in the room or attached to husband/dad 

 

2. Describe how they may be feeling. 

 

 

 

 

Example responses: 

 Sad, dealing with grief 

 Frightened about what’s going to happen 

 Anxious about when it will happen 

 Worried about how you’ll cope afterwards especially with practical aspects 

 Mother wanting to be strong for daughter 

 Guilty – wishing it was all over, relieved that they will soon be at peace 

 

 

 

 

 

 

 



Husband terminally ill. Visiting Dad for the last time. 

3. What do you think they may be thinking? 

 

 

 

 

Example responses: 

 I can’t believe our life has come to this 

 I hope he is not in pain 

 I want my dad back how he was 

 This isn’t fair 

 I hope someone is with me when it finally happens 

 I wish he could see our daughter grow up 

 I hope his death will be dignified 

 I hope I never forget his face 

 

4. What could have led to this moment? 

 

 

 

 

Example responses: 

 Long drawn out illness 

 A rollercoaster journey from diagnosis to now 
 

5. What behaviours may result from these feelings? 

 

 

 

 

 

 

Example responses: 

 They may cry 

 They may be angry 

  



Husband terminally ill. Visiting Dad for the last time. 

Part 2. Plan for action around the 8 dimensions of person-centred care. 
 

Eight Dimension of person-centred care 

 Respect for patients’ values, preferences and expressed needs 

 Emotional support and alleviation of fear and anxiety 

 Physical comfort 

 Information, communication and education 

 Continuity and transition 

 Coordination and integration of care 

 Involvement of family and friends 

 Access to care 

Picker Institute, 1987 http://pickerinstitute.org/about/picker-principles/ 

6. How could you respond to these behaviours (in a way that acknowledges his 

feelings)? 

 

 

 

 

 

Example responses: 

 Introduce myself to the family. Explain my role and what I was doing there. 

 Explain the environment. (Very important if in ICU, medical ward, palliative care unit or 

hospice). 

 Be warm, friendly and empathic in my approach. 

 Offer to contact or speak with other important people in their lives. 

 Enquire if there is anything the family would like to ask. 

 Answer questions honestly. If I don’t know say I don’t know or I will find out. 

 Explain the dying process. Let the family know what to expect. 

 Ask if there are any preferences in the way care is provided to their loved one taking into 

account family relationships, cultural background, religious beliefs etc. 

 Listen, acknowledge feelings, clarify any information I am not sure of. 

 Avoid using jargon. Explain things in a child-friendly way. 

 

 

 

 

 

 

 

http://pickerinstitute.org/about/picker-principles/


Husband terminally ill. Visiting Dad for the last time. 

 

 

7. How could your service/ department create an environment that facilitates 

Person-Centred Care? 

 

 

 

 

 

Example responses: 

 Communicate effectively (all levels). 

 Keep the family informed and education when appropriate. 

 Be honest. Clarify level of understanding. 

 Keep things real (this will assist to build up a trusting relationship). 

 Give privacy when and where appropriate (considering the environment). 

 Provide a quiet space if possible.                     

 Allow for family to spend quality time with their loved one. Avoid interruptions. 

 Be mindful of intrusive or noisy medical equipment – silence alarms where possible. 

 Be an advocate for the patient and family. 

 Provide continuity of care when/where possible. 

 Provide holistic care – physical, emotional and spiritual taking into account respect for 

cultural background and beliefs. 

 Access and refer to appropriate services e.g. Social Worker, Chaplain, Complimentary 

Therapist etc. 

 



Wife had stroke. Worried how he will take care of her.  

Wife had stroke. Worried how he will take care of her.  

 

Source: Empathy: the human connection to patient care by Cleveland Clinic 2013. Cleveland Clinic has provided these images specifically to Metro 

South Health for the use in staff training. These images must not be modified in any way. 

http://www.youtube.com/watch?v=cDDWvj_q-o8&list=PL95B29FDF6B7A3B17


Wife had stroke. Worried how he will take care of her.  

Part 1. Walk in the person’s shoes. 

Bringing to mind your assumptions and beliefs about what this person may be 

experiencing… 

1. What do you see and hear? 

 

 

 

 

Example responses: 

 Other people are getting on with their lives and mine has changed forever 

 

2. Describe how they may be feeling. 

 

 

 

 

Example responses: 

 Scared, anxious, guilty 

 Exhausted 

 Incompetent 

 

3. What do you think they may be thinking? 

 

 

 

 

Example responses: 

 I need help 

 I don’t know what to do 

 

 

 



Wife had stroke. Worried how he will take care of her.  

4. What could have led to this moment? 

 

 

 

 

Example responses: 

 A traumatic and/or near death experience 

 An ambulance ride 

 

 

5. What behaviours may result from these feelings? 

 

 

 

 

 

 

Example responses: 

 He may be confused 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Wife had stroke. Worried how he will take care of her.  

Part 2. Plan for action around the 8 dimensions of person-centred care. 
 

Eight Dimension of person-centred care 

 Respect for patients’ values, preferences and expressed needs 

 Emotional support and alleviation of fear and anxiety 

 Physical comfort 

 Information, communication and education 

 Continuity and transition 

 Coordination and integration of care 

 Involvement of family and friends 

 Access to care 

Picker Institute, 1987 http://pickerinstitute.org/about/picker-principles/ 

6. How could you respond to these behaviours (in a way that acknowledges his 

feelings)? 

 

 

 

 

 

Example responses: 

 Introduce myself 

 Explain my role and what I was doing there 

 Explain the environment, give directions 

 Provide encouragement, be warm and friendly 

 Ask about the family situation and offer to speak to others on their behalf 

 Ask if he has any questions 

 Be honest. If I don’t know I say I don’t know or I will find out 

 Ask if there are any preferences in the way care is provided to his wife 

 Listen and acknowledge feelings 

 Explain things in simple language 

 Link him with resources to read or that provide practical support 

 Sometimes talking isn’t necessary. Being physically present, offering a drink, use of the phone 

or other practical assistance is what’s needed 

 

 

 

 

 

 

http://pickerinstitute.org/about/picker-principles/


Wife had stroke. Worried how he will take care of her.  

 

 

7. How could your service/ department create an environment that facilitates 

Person-Centred Care? 

 

 

 

 

 

Example responses: 

 Have good relationships in place to communicate effectively and work seamlessly with other 

services 

 Make sure the environment provides quiet and private spaces 

 Ensure cultural and spiritual needs are met 

 Advocate for the patient and family with others 

 Provide continuity and consistency of care 

 Provide a high standard of care 

 Monitor closely and provide a safety net 

 



Daughter getting married on Saturday.  Determined to be there.  
 

Daughter is getting married on Saturday. Determined to be there. 

 

Source: Empathy: the human connection to patient care by Cleveland Clinic 2013. Cleveland Clinic has provided these images specifically to Metro 

South Health for the use in staff training. These images must not be modified in any way. 

http://www.youtube.com/watch?v=cDDWvj_q-o8&list=PL95B29FDF6B7A3B17


Daughter getting married on Saturday.  Determined to be there.  
 

Part 1. Walk in the person’s shoes. 

Bringing to mind your assumptions and beliefs about what this person may be 

experiencing… 

1. What do you see and hear? 

 

 

 

 

Example responses: 

 Medical equipment, mobility aids, physio equipment 

 Staff he has gotten to know 

 Potentially either positive or negative feedback regarding his desire to be at wedding 

 

2. Describe how they may be feeling. 

 

 

 

 

Example responses: 

 Determined 

 Nervous he won’t make it 

 Worried about his practical needs if he goes 

 Feeling of responsibility towards his little girl 

 

 

 

 

 

 

 

 



Daughter getting married on Saturday.  Determined to be there.  
 

3. What do you think they may be thinking? 

 

 

 

 

Example responses: 

 Will I get there? 

 What am I going to wear? 

 How can we make this happen? 

 What do I need to do? 

 I hope I’m well enough? 

 Who will help me on the day? 

 

4. What could have led to this moment? 

 

 

 

 

Example responses: 

 Unexpected illness/accident 

 Unexpected setbacks 

 

5. What behaviours may result from these feelings? 

 

 

 

 

 

 

Example responses: 

 He may try to leave 



Daughter getting married on Saturday.  Determined to be there.  
 

Part 2. Plan for action around the 8 dimensions of person-centred care. 
 

Eight Dimension of person-centred care 

 Respect for patients’ values, preferences and expressed needs 

 Emotional support and alleviation of fear and anxiety 

 Physical comfort 

 Information, communication and education 

 Continuity and transition 

 Coordination and integration of care 

 Involvement of family and friends 

 Access to care 

Picker Institute, 1987 http://pickerinstitute.org/about/picker-principles/ 

6. How could you respond to these behaviours (in a way that acknowledges his 

feelings)? 

 

 

 

 

 

Example responses: 

 Introduce myself .Explain my role and what I was doing there. 

 Be warm, friendly and empathic in my approach. 

 Talk about the daughter’s wedding, the wish to attend, how realistic is this goal? What is the 

most important part of the day. 

 Don’t be afraid to think outside the box. Either in terms of getting the patient to the wedding, 

conducting part of the wedding at the hospital or other innovative approaches e.g. skype. 

 Discuss the practical issues and how we may assist. The involvement of family and friends. 

 Answer questions honestly. If I don’t know say I don’t know or I will find out. 

 Listen, acknowledge feelings, clarify any information I am not sure of. 

 Develop a plan of action that is achievable taking into account limitations. 

 If goal is not realistic explore other options that may include his involvement. 
 

 

 

 

 

 

 

 

http://pickerinstitute.org/about/picker-principles/


Daughter getting married on Saturday.  Determined to be there.  
 

7. How could your service/ department create an environment that facilitates 

Person-Centred Care? 

 

 

 

 

 

Example responses: 

 Communicate effectively with all parties. 

 Be honest. Clarify level of understanding. 

 Keep things real (this will assist to build up a trusting relationship). 

 Be an advocate for the patient and family. 

 Assist with the practical arrangements. 

 Access services that may assist. 

 Ensure all involved is provided information and educated as to what may be expected e.g. 

administering medication, toileting etc. 

 

 

 

 



Worried how he will pay for this. 

Worried how he will pay for this.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Source: Empathy: the human connection to patient care by Cleveland Clinic 2013. Cleveland Clinic has provided these images specifically to Metro 

South Health for the use in staff training. These images must not be modified in any way. 

http://www.youtube.com/watch?v=cDDWvj_q-o8&list=PL95B29FDF6B7A3B17


Worried how he will pay for this. 

Part 1. Walk in the person’s shoes. 

Bringing to mind your assumptions and beliefs about what this person may be 

experiencing… 

1. What do you see and hear? 

 

 

 

 

Example responses: 

 Busy environment 

 Noisy 

 A lot of medical equipment 

 

2. Describe how they may be feeling. 

 

 

 

 

Example responses: 

 Scared 

 Worried 

 Pain 

 Exhausted 

 

3. What do you think they may be thinking? 

 

 

 

 

Example responses: 

 How much longer do I need to be here? 

 

 



Worried how he will pay for this. 

4. What could have led to this moment? 

 

 

 

 

Example responses: 

 Accident 

 Operation 

 Maybe on holidays from another country – no insurance 

 

 

5. What behaviours may result from these feelings? 

 

 

 

 

 

Example responses: 

 He may try to leave 

 

 

Part 2. Plan for action around the 8 dimensions of person-centred care. 
 

Eight Dimension of person-centred care 

 Respect for patients’ values, preferences and expressed needs 

 Emotional support and alleviation of fear and anxiety 

 Physical comfort 

 Information, communication and education 

 Continuity and transition 

 Coordination and integration of care 

 Involvement of family and friends 

 Access to care 

Picker Institute, 1987 http://pickerinstitute.org/about/picker-principles/ 
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Worried how he will pay for this. 

6. How could you respond to these behaviours (in a way that acknowledges his 

feelings)? 

 

 

 

 

 

Example responses: 

 Explain the environment. 

 Listen to concerns. 

 Utilise social worker. 

 

 

7. How could your service/ department create an environment that facilitates 

Person-Centred Care? 

 

 

 

 

 

Example responses: 

 Clearly communicate applicable fees and charges. 

 Utilise social worker 

 Provide staff with up to date information on fees and charges. 

 



11,300 km from home. 
 

11,300 Km from home.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Source: Empathy: the human connection to patient care by Cleveland Clinic 2013. Cleveland Clinic has provided these images specifically to Metro 

South Health for the use in staff training. These images must not be modified in any way. 

http://www.youtube.com/watch?v=cDDWvj_q-o8&list=PL95B29FDF6B7A3B17


11,300 km from home. 
 

Part 1. Walk in the person’s shoes. 

Bringing to mind your assumptions and beliefs about what this person may be 

experiencing… 

1. What do you see and hear? 

 

 

 

 

Example responses: 

 A very unfamiliar environment 

 Foreign language 

 Strangers 

 

2. Describe how they may be feeling. 

 

 

 

 

Example responses: 

 Scared, anxious, alone 

 Feels really unwell 

 

3. What do you think they may be thinking? 

 

 

 

 

Example responses: 

 I miss my family 

 Why has this happened to me now? 

 I’m so thankful I took out travel insurance 
 



11,300 km from home. 
 

4. What could have led to this moment? 

 

 

 

 

Example responses: 

 Near death experience/s 

 An interrupted holiday 

 

5. What behaviours may result from these feelings? 

 

 

 

 

 

 

Example responses: 

 He may shout at staff 

 

 

Part 2. Plan for action around the 8 dimensions of person-centred care. 
 

Eight Dimension of person-centred care 

 Respect for patients’ values, preferences and expressed needs 

 Emotional support and alleviation of fear and anxiety 

 Physical comfort 

 Information, communication and education 

 Continuity and transition 

 Coordination and integration of care 

 Involvement of family and friends 

 Access to care 

Picker Institute, 1987 http://pickerinstitute.org/about/picker-principles/ 
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11,300 km from home. 
 

6. How could you respond to these behaviours (in a way that acknowledges his 

feelings)? 

 

 

 

 

 

Example responses: 

 Provide encouragement, be warm and friendly 

 Ask about the family situation and offer to speak to others on their behalf 

 Ask what he’d like to know or if he has any questions 

 Be honest. If I don’t know I say I don’t know or I will find out 

 Ask if there are any preferences in the way his care is provided 

 Listen and acknowledge feelings 

 Clarify his level of understanding and explain things in simple language or engage an 

interpreter 

 

7. How could your service/ department create an environment that facilitates 

Person-Centred Care? 

 

 

 

 

 

Example responses: 

 Make sure the environment provides quiet and private indoor and outdoor spaces 

 Ensure cultural and spiritual needs are met 

 Provide health information from reputable sources to help patients make decisions 

 Be culturally competent 

 

 

 



Hoping to hold her today. 

Hoping to hold her today. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Source: Empathy: the human connection to patient care by Cleveland Clinic 2013. Cleveland Clinic has provided these images specifically to Metro 

South Health for the use in staff training. These images must not be modified in any way. 

http://www.youtube.com/watch?v=cDDWvj_q-o8&list=PL95B29FDF6B7A3B17


Hoping to hold her today. 

Part 1. Walk in the person’s shoes. 

Bringing to mind your assumptions and beliefs about what this person may be 

experiencing… 

1. What do you see and hear? 

 

 

 

 

Example responses: 

 Machines making noises, alarms 

 A busy, fast paced environment 

 Distressing images of other people in NICU 

 See and hear other families’ distress          

 Overhearing staff conversations about their loved one 

 

2. Describe how they may be feeling. 

 

 

 

 

Example responses: 

 Frightened 

 Exhausted 

 Concerned 

 Overwhelmed – can’t take it all in 

 Anticipatory grief 

 Running on adrenaline 

 

 

 

 

 

 



Hoping to hold her today. 

3. What do you think they may be thinking? 

 

 

 

 

Example responses: 

 Trying not to think the worst, but can’t help it 

 Why has this happened to us 

 How will I cope with the reality of this 

 Self blame 

 I wish I could be a regular mum 

 I wish I could pick her up 

 My family are so far away 

 How will my local hospital cope when we transfer home 
 

4. What could have led to this moment? 

 

 

 

 

Example responses: 

 Unexpected early delivery 

 Pregnancy complications 

 Accident 

 Transfer from far away 
 

5. What behaviours may result from these feelings? 

 

 

 

 

 

Example responses: 

 Parents may be unresponsive to information 

 Parents may yell at staff 

 Parents may cry 



Hoping to hold her today. 

 

Part 2. Plan for action around the 8 dimensions of person-centred care. 
 

Eight Dimension of person-centred care 

 Respect for patients’ values, preferences and expressed needs 

 Emotional support and alleviation of fear and anxiety 

 Physical comfort 

 Information, communication and education 

 Continuity and transition 

 Coordination and integration of care 

 Involvement of family and friends 

 Access to care 

Picker Institute, 1987 http://pickerinstitute.org/about/picker-principles/ 

6. How could you respond to these behaviours (in a way that acknowledges his 

feelings)? 

 

 

 

 

 

Example responses: 

 Introduce myself. Explain my role and what I was doing there. 

 Be warm, friendly and empathic in my approach. 

 Enquire if there is anything she would like to ask. 

 Answer questions honestly. If I don’t know say I don’t know or I will find out. 

 Listen, acknowledge feelings, clarify any information I am not sure of. 

 Avoid using jargon. 

 Be encouraging and supportive. 

 Explore ways in which to include her in the care of her baby e.g. assisting with care, feeding, 

touching. 

 Encourage as much participation of the parents as possible. 

 Acknowledge the importance of the role of the parents and support the bonding process. 

 Facilitate quality time between parents and the baby e.g. cuddle time whenever possible. 

 Acknowledge disappointment and grief when this is not able to take place. 

 

 

 

http://pickerinstitute.org/about/picker-principles/


Hoping to hold her today. 

 

 

7. How could your service/ department create an environment that facilitates 

Person-Centred Care? 

 

 

 

 

 

Example responses: 

 Communicate effectively. 

 Keep the Mum and the family informed. 

 Be honest. Clarify level of understanding. 

 Make sure the team is up to date with evidence-based information about ‘kangaroo care’. 

 Plan and provide support for parents to assist with practical issues e.g. expressing 

equipment, space, transport if mother has been discharged. 

 Keep things real (this will assist to build up a trusting relationship). 

 Give privacy when and where appropriate (considering the environment). 

 Be an advocate for the family. 

 Provide continuity of care when/where possible. 

 Provide the best physical care. 

 Ensure the family is supported emotionally e.g. access appropriate services such as Lactation 

Consultants, Social Worker, Chaplain, Support Groups etc 

 



They saw “something” on her mammogram. 

They saw “something” on her mammogram.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Source: Empathy: the human connection to patient care by Cleveland Clinic 2013. Cleveland Clinic has provided these images specifically to Metro 

South Health for the use in staff training. These images must not be modified in any way. 

http://www.youtube.com/watch?v=cDDWvj_q-o8&list=PL95B29FDF6B7A3B17


They saw “something” on her mammogram. 

Part 1. Walk in the person’s shoes. 

Bringing to mind your assumptions and beliefs about what this person may be 

experiencing… 

1. What do you see and hear? 

 

 

 

 

Example responses: 

 Busy environment 

 Noisy 

 Other patients who may be scared, uncomfortable 

 

2. Describe how they may be feeling. 

 

 

 

 

Example responses: 

 Scared 

 Worried 

 Pain 

 Exhausted 

 

 

 

 

 

 

 

 



They saw “something” on her mammogram. 

3. What do you think they may be thinking? 

 

 

 

 

Example responses: 

 Is it cancer? 

 Will I die? 

 What treatment will I need – chemotherapy, radiation? 

 Will I lose my hair? 

 I wish someone was here with me… 

 How will I look after the children if I need to have treatment? 

 

4. What could have led to this moment? 

 

 

 

 

Example responses: 

 Routine mammogram – no symptoms.  

 Months of worrying about a lump. 

 Delayed having a mammogram. 

 

5. What behaviours may result from these feelings? 

 

 

 

 

 

 

Example responses: 

 She may yell at staff 

 She may cry 

 She may be silent 



They saw “something” on her mammogram. 

Part 2. Plan for action around the 8 dimensions of person-centred care. 
 

Eight Dimension of person-centred care 

 Respect for patients’ values, preferences and expressed needs 

 Emotional support and alleviation of fear and anxiety 

 Physical comfort 

 Information, communication and education 

 Continuity and transition 

 Coordination and integration of care 

 Involvement of family and friends 

 Access to care 

Picker Institute, 1987 http://pickerinstitute.org/about/picker-principles/ 

6. How could you respond to these behaviours (in a way that acknowledges his 

feelings)? 

 

 

 

 

Example responses: 

 Introduce myself and explain my role. 

 Ask if they would like you to call someone. 

 

7. How could your service/ department create an environment that facilitates 

Person-Centred Care? 

 

 

 

 

 

Example responses: 

 Minimise wait times in clinic. 

 Be skilled in how to deliver bad news. 

 Utilise volunteers to sit with patients. 

 Make sure a quiet space is available.         

 Ensure people’s cultural and spiritual needs are met. 

http://pickerinstitute.org/about/picker-principles/


Ears all better. Finally! 

Ears all better. Finally! 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Source: Empathy: the human connection to patient care by Cleveland Clinic 2013. Cleveland Clinic has provided these images specifically to Metro 

South Health for the use in staff training. These images must not be modified in any way. 

http://www.youtube.com/watch?v=cDDWvj_q-o8&list=PL95B29FDF6B7A3B17


Ears all better. Finally! 

Part 1. Walk in the person’s shoes. 

Bringing to mind your assumptions and beliefs about what this person may be 

experiencing… 

1. What do you see and hear? 

 

 

 

 

Example responses: 

 Everything – finally! 

 

2. Describe how they may be feeling. 

 

 

 

 

Example responses: 

 Excited! 

 Relieved 

 Looking forward to getting back to ‘normal life’ 

 

3. What do you think they may be thinking? 

 

 

 

 

Example responses: 

 What am I going to do first!? 

 Can’t wait to see the latest action movie 

 

 

 



Ears all better. Finally! 

4. What could have led to this moment? 

 

 

 

 

Example responses: 

 Long history of ear problems 

 

5. What behaviours may result from these feelings? 

 

 

 

 

 

 

Example responses: 

 Excitement, may not take in new information 

 

Part 2. Plan for action around the 8 dimensions of person-centred care. 
 

Eight Dimension of person-centred care 

 Respect for patients’ values, preferences and expressed needs 

 Emotional support and alleviation of fear and anxiety 

 Physical comfort 

 Information, communication and education 

 Continuity and transition 

 Coordination and integration of care 

 Involvement of family and friends 

 Access to care 

Picker Institute, 1987 http://pickerinstitute.org/about/picker-principles/ 
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Ears all better. Finally! 

6. How could you respond to these behaviours (in a way that acknowledges his 

feelings)? 

 

 

 

 

 

Example responses: 

 Introduce myself. Explain my role and what I was doing there. 

 Be warm, friendly and empathic in my approach. 

 Enquire if there is anything that the patient and family would like to ask. 

 Answer questions honestly. If I don’t know say I don’t know or I will find out. 

 Listen, acknowledge feelings, clarify any information I am not sure of. 

 Avoid using jargon. (Very important when speaking with a child). 

 Be encouraging and supportive and share in the happiness that the ears are all better finally. 

 Let them know what to look out for in the future 

 

7. How could your service/ department create an environment that facilitates 

Person-Centred Care? 

 

 

 

 

 

Example responses: 

 Communicate effectively. 

 Keep the patient and family informed. 

 Be honest. Clarify level of understanding. 

 Keep things real (this will assist to build up a trusting relationship). 

 Provide continuity of care when/where possible. 

 Ensure discharge information is provided and understood. E.g. treatments, follow up 

appointments etc. 

 Help families to access appropriate support organisations or funding entitlements if relevant. 

 



Car accident 6 months ago. Pain won’t go away. 

Car accident 6 months ago. Pain won’t go away.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Source: Empathy: the human connection to patient care by Cleveland Clinic 2013. Cleveland Clinic has provided these images specifically to Metro 

South Health for the use in staff training. These images must not be modified in any way. 

http://www.youtube.com/watch?v=cDDWvj_q-o8&list=PL95B29FDF6B7A3B17


 Car accident 6 months ago. Pain won’t go away. 
 

Part 1. Walk in the person’s shoes. 

Bringing to mind your assumptions and beliefs about what this person may be experiencing… 

1. What do you see and hear? 

 

 

 

 

Example responses: 

 Long corridors, difficult to move around the hospital 

 

2. Describe how they may be feeling. 

 

 

 

 

Example responses: 

 In pain 

 Guilt (other people may have been injured) 

 

3. What do you think they may be thinking? 

 

 

 

 

Example responses: 

 Why did this happen to me? 

 When will the pain go away? 

 When can I play footy again? 
 

 



Car accident 6 months ago. Pain won’t go away. 
   

 
 
 

4. What could have led to this moment? 

 

 

 

 

Example responses: 

 Driving under the influence 

 Speed involved 

 Series of operations resulting from the car accident 

 Permanent damage 

 

 

5. What behaviours may result from these feelings? 

 

 

 

 

 

 

Example responses: 

 He may yell 

 

 

 

 

 

 

 

 

 

 

 

 



Car accident 6 months ago. Pain won’t go away. 
   

 
 
 

 

Part 2. Plan for action around the 8 dimensions of person-centred care. 
 

Eight Dimension of person-centred care 

 Respect for patients’ values, preferences and expressed needs 

 Emotional support and alleviation of fear and anxiety 

 Physical comfort 

 Information, communication and education 

 Continuity and transition 

 Coordination and integration of care 

 Involvement of family and friends 

 Access to care 

Picker Institute, 1987 http://pickerinstitute.org/about/picker-principles/ 

6. How could you respond to these behaviours (in a way that acknowledges his feelings)? 

 

 

 

 

 

Example responses: 

 Smile 

 Reassure patient 

 Provide information about what to expect 

 Clarify their understanding/ expectations 

 Review pain medication 

 Complementary therapies           
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Car accident 6 months ago. Pain won’t go away. 
   

 
 
 

7. How could your service/ department create an environment that facilitates Person-Centred 

Care? 

 

 

 

 

 

Example responses: 

 Have an understanding of support available outside of hospital eg. welfare payments, support 

groups 

 


