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Building Equal Relationships

From: (Adair, Gremmen, & Hopkins, 2022).

Meaningful engagement and co-design exists when we focus on building
relationships that minimize or eliminate power differences.

We can have meaningful relationships together when we challenge our
biases and assumptions. This includes believing that people can navigate
and build wellness that is meaningful to them and understanding that
advisors can be in a place to meaningfully use their experiences.

Self-awareness is required regarding aspects of ourselves such as power
and privilege, social location and the way in switch we physically present
ourselves. Be aware of your audience and engage in ways that support



Conversation Awareness

From: (Support House: Centre for Innovation in Peer Support, 2021;
University Health Network; Beitel, 1998)

Discouragers
3™ [VFRXUDJHUV" FUHDIH EDUULHWV IR
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JIV- [PSRUIDQI KD ZH UHFRJQLJH ZH KDYH QHYHU KDG WKH H[DFI VDPH
experience as someone else, we have never been in the exact same shoes
as another person.

Example

Consider two people moving homes. = KUH ZH PD\ VD\ ZH KDYH 3KDG WKH
VDPH H[SHUHQFH" WKDI LVQl TXLH IUXH

One of us may have had help moving, while the other did not. Maybe it was
raining the day one of us moved and sunny for the other. Our moving boxes
would not have been the same weight and we would have been moving from
and to different homes with different features. One of us may have more
experience with moving and feel more confident and comfortable throughout
the process.

This is a basic example. In practice we would also consider aspects of
ourselves such as social location, experiences with trauma, and more. It is
important to understanding that our lives and experiences are different from
one another.

So, then what is Empathy?
I ZH FDQI VIDQG LQ VRPHRQH HIVH{V VKRHV IKHQ ZKDIl LV HPSDIK\*"*

SEmpathy is the righteous struggle to try, to try to understand what it’s
like to bein their shoes IR I\ IR XQGHUVIDQG ZKDIi IKH\{UH IHHILQJ DQG IIKDIfV
a process that happens through commXQLFDIRQ « empathy forges
communication that is inquisitive, non-judgemental, validating and
compassionate” 3DUNLQ 7" [7DINV
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The Empathetic Communication Model is a loop. You will engage with the
different parts of this model multiple times, continuously throughout
conversations. When we offer an exploratory response, it is important to do
so with the intention of listening again.

Internal Processes

Reflective Practice

Engaging in regular self-reflection before, during and after interactions is a
practice that enhances our conversation through continuous learning and
personal growth. All throughout the interaction, we are reflecting on what is
being shared. This allows us to maintain the perspective of the person and
stay out of judgement, two qualities of empathy.

To take the perspective of others it is required that we be non-judgmental
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There are many ways we can engage in exploratory responses. At different
times and points in the conversation, we may choose to offer any of the
following options when they are applicable. Once we have offered an
exploratory response, we then return to genuinely listening.

Exploratory responses detailed below have been adapted from University
+HDIIK 1HIZRUNV +DQGERRN $FiLYH /IVIHQLQJ IRV 3HUVRQ &HQIWHG &DUH
Participant Handout (pages 7-9). These responses include:

Furthering Responses
OLQLPDI SIRPSIV 3<HV" 3, VHH" 3OP-PPP” 3$QG" 37KHQ ZKDI"*”
Non-verbal gestures: head nodding and facial expressions
Accent responses: repeat a word or short phrase from the persons
message in a questioning tone of voice.

Open-ended Inquiries/Questions
We can empathetically explore their perspective and experiences
through the use of open-ended inquiries/questions.
This inquisitive space not only supports our understanding but also
creates a space for the other person to self-explore, and self-determine
what is important to them, what their key messages to us are
- KDl ZKHQ KRZ ZKHUH FRXIG ZKR RU37HW0 PH DERXli«

Summarization & Clarification
Communicating back our understanding of what has been shared often
involves summarizing, what we have heard and understood.
This is also an opportunity to ask if we have understood correctly,
providing the person we are supporting with the opportunity to either
affirm our understanding or clarify.
36R Ll VRXQGV (INH \RXU IZR PDLQ FRQFHUQV are« ~
3" R \RX PHDQ« “ 3$UH \RX VD\LQJ« ~

Validation
We seek to be validating in our response.
We may validate the thoughts, emotions, and experiences of the
person.
This creates safety, while inviting the person to share more about their
perspective with us.
37KDI VRXQGV YHU\ IUXVIUDILQJ”

Meaningful Selective Disclosure
Meaningful selective disclosure is when we share from our personal
experiences in meaningful ways.
Meaningful selective disclosure is short and intentional, requiring us to
reflect on points of connection between our experience and the
experience of others.
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Sharing our experiences in a way that is meaningful conveys that
people are not alone in their experiences and struggles, provides
validation, and/or aids in the exploration of solutions

AVOID: &RPSDUQJ "LVPLWIQJ $GYLFH JLYLQJ 3)L[LQJT

Examples:



GENUINE LISTENING EXERCISE

From: (University Health Network)

Self-Reflective Questions:

= KHQ KDYH \RX H[ SHULHQFHG UHDI\ JRRG ILVIHQLQJ"*
= KDIf LV LW OINH R EH (LVIHQHG IR™

= KD LV Ll INH ZKHQ RIKHUV GRQfIl LVIHQ R \RX"*

= KDIl PDNHV L KDUG IR (LVIHQ™*

EMPATHETIC COMMUNICATION ROLEPLAY

Scenario
Roles:

Ethan - Experience-Based Advisor
Alyssa - Committee Chair
Kerry - Community Partner

10
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Setting: OHT Working Group + Quality Improvement of Community
Referral Processes

Focus: There has been a decline in client community referral follow-up
from hospitals. The working group is having a discussion regarding the
possible causes of this decline.

Script

Alyssa % 3%DVHG RQ IKH FRQYHUVDILRQV ZH KDYH KDG WKXV IDU DQG WKH GDID
we have reviewed what are the possible causes of this decline in
community referral follow-XS""

Kerry + 3 FRXIG EH IIKDIl FILHQIV DUH XQDZDUH RI H[DFI\ KRZ IR IRNRZ-XS ~

Alyssa = 32ND\ IIKDIfV D SRVVLELN\ IIKH\ DUH JLYHQ UHVRXUFHV ZKHQ
GLVFKDUJH SIDQQLQJ WKRXJIK ~

Ethan + 37KDIV WUXH JHQHUDUN\ ZH UHFHLYH TXUH D IHZ 10NHUV DQG SDP SKIHIV
howevel IKDI GRHVQl QHFHVVDU\ PHDQ ZH NQRZ PXFK DERXIW WKH
VHUYLFH ~

Alyssa 3z K\ ZRXIGOMW WKH\ XVl FDO IKH QXPEHU RQ IKH 10\HU DQG I1LQG RXiI**”

Ethan £ *PAUSE = feeling defensive*

3&DNLQJ VHUYLFHV DQG KDYLQJ §R VKDUH IIKDIl \RX GRQ NQRZ H[DFI\
what service is being provided, but you might be interested in their
services is something pretty anxiety provoking, in my experience
IKLV KDV DIZD\V SUHVHQIHG D EDUULHU
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Kerry £ 37KDI PDNHV VHQVH IR PH , NQRZ WKDV , IINH §R EH DV LQIRUPHG DV,
can before making inquiries about a service, or | feel
uncomfortable. Based on your experiences where have you found
JDSV LQ VKDULQJ LQIRUPDILRQ DERXII IKH FRP P XQUN UHIHWDV**

Ethan + 32 HO , WKLON IKH LUV SDUIlLV LQIRUPDILRQ RYHUWRDG ,{YH ZDINHG RXli
of hospital with 10 different flyers and phone numbers, even if |
received more information about some of them its difficult to keep
HUDFN RI ZKLFK VHUYLFH LV ZKLFK DQG ZKDW HDFK RI IKHP SURYLGH ~

Alyssa + 3$UH ZH VXIIHVILQI ZH GRQW SURYLGH DU RI WKH UHVRXUFHV WKDW
coulG EH RI VXSSRUI"*”

Ethan x *Slightly irritated* - 31R P IXVIl VD\LQJ WKLV LVQW HITHFILYH ~

Kerry +
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Where do you see encouragers, discouragers and elements of the
model?
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Additional Materials

Aspects of Listening
From (SkillPacks, 2020).

The Chinese character for listening SURQRXQFHG 37,1%*" , as you can see to

the left, is the traditional character. This traditional character is used in Hong

-RQJ 7DLZDQ DQG RIKHU RYHUWHDV &KIQHVH FRPPXQULHV ,Q IKH 3HRSIHV

S5HSXENF RI &KLQD RU |PDLQIDQG &KLQD] WKH VLIPSIIHG &KIQHVH FKDUDFIHU 3
" LV XVHG

We use our ears to listen by paying attention not just to the words spoken
EXI DIVR IR WKH WRQH SDFH DQG HPSKDVLV IR KHIS XQGHUVIDQG IIKH SHUVRQ{V
relationship to the words.

We use our eyes to connect with the person we are listening to and
reassure them that they have our attention. We also use our eyes to check
the body language of the person to gain insights into their thoughts.

We use our mind DV ZH{UH ILVIHQLQJ R FRQVLGHU IKH ZRUGV DQG LGHDV VKDUHG
= H PD\ FKRRVH IR IDNH DQ JRSHQ-PLQGHG| DSSURDFK R ZKDlIl ZH{UH KHDU.QJ
suspending judgement and being open to all that we hear.
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EMPATHY CASE STUDY
From: (Adair, Gremmen & Hopkins, 2022)

<RX KDYH FUHDWHG DQ DGYLVRU\ JURXS IRU \RXU IRFDI HPHUJHQF\ GHSDUIPHQL
UHODIHG IR WKH VXSSRUIRI PHQIDI KHDUIK DQG VXEVIDQFH XVH

" XULQJ RQH RI \RXU JDIKHULQJIV RQH RI \RXU (LYHG H[SHUHQFH PHPEHUV VKDUHV
DERXII D ILPH IKH\ ZHUH H[SHUHQFLQJ ZLIKGUDZDI Q WKH ZDULQJ URRP RI DQ
HPHUJHQF\ GHSDUIPHQI 7KH\ ZHUH QRI RIIHUHG DQ HPSIN EHG LQ D SULYDIH
VSDFH GHVSUH IKHUH EHLQJ VRPH DYDUDEMH $UKRXJK WKH\ XSGDIHG IKH
QXUHV DERXI IKHL VAPSIRPY ZRUWHQLQJ IKH QXUVHV IXVIi NHSI VD\LQJ IR VLI
GRZQ DQG ZDUI = KUH ZDINLQJ DZD\ IURP IKH GHVN IIKH SHUVRQ RYHUKHDUG D
QXUWH VD\ IR KHU FR ZRUNHU 3"DPQ IXQNIHV = )HHILQJ XQFDUHG IRU DQG
EHILHYLQJ IKH\ ZRXG EH PLVIUHDIHG IXUIKHU §KH SHUVRQ (HIINIKH KRVSUID) ZLUIKRX
EHLQJ VHHQ E\ D GRFIRU 7KH\ VKDUH IKDI EHFDXVH RI IKH ZD\ IKH\ ZHUH
IUHDIHG IKH\ IH)I IRUFHG IR SXII IKHPVHIYHV LQ KDUP{V ZD\ E\ ZLUIKGUDZLQJ
DIRQH

Personal Reflection — Staying out of judgement, staying curious
= KDl HPRILRQV DQG UHVSRQVHV DUH FRPLQJ IRUZDUG IRU \RX™
" HIHQVLYHQHVV VDGQHVV IUXVIUDILRQ F\QLFLVP DSDIK\ HilF
+RZ DUH \RX QDYLJIDILQJ \RXU HPRILRQV DQG UHVSRQVHV"*

Genuinely Listening — Listening to understand, perspective taking
and recognizing emotion
= KDW LV IKH QHHG EDUJLHU FKDWHQJH FRQFHUQ EHLQJ VKDUHG™
= KD HPRILRQV THHILQJV LV IKLV SHWRQ H[SUHVVLQJ™ = KLFK
HPRILRQV IHHILQJV FDQ \RX LGHQILI\ ZLIK"*

Exploratory Response: Supporting exploration and communicating it
back
+RZ ZRXIG \RX JDLQ D GHHSHU XQGHUVIDQGLQJ LQHR WKHLU SHUVSHFILYH
ZUKRXINIXGIHPHQI™ 2SHQ HQGHG TXHVILRQV 9DIGDILRQ HIF
= KDl PLIKI\RX VD\ IR PHDQLQJIXW\ FRQQHFI ZUIK WKLV SHUVRQ DQG
ZKDIWKH\ KDYH VKDUHG™ +RZ ZRXIG \RX HPSDIKLJH" 1Rl KRZ ZRXIG
\RX3IL[" Lh
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Compassionate Language

From: (Gremmen, Hopkins, & Provincial Peer Network, 2021)

3/DQJXDJH LV QRI SDVVLYH i LV DFiLYH DQ DFILRQ”
(Gremmen, Hopkins, & Provincial Peer Network, 2021)

3,1 \RX ZDQI IR FDUH IRU VRPHIKLQJ \RX FDU LI D IRZHU ,I \RX ZDQW IR NLX
VRPHIKIQJ \RX FDU i D ZHHG"
- Don Coyhis

Holding People in High Regard

We strive to hold others in high regard. Holding people in high regard
requires empathy. We can look for context behind behaviours and seek to
connect with and understand the experiences of those around us rather than
pass judgement or blame.

3&RPSDVVIRQDte language recognizes that every person with their own
VUIXDILRQ DQG FRQIH[W LV YDIXDEMH DQG ZRUIK\ RI FDUH DQG NLQGQHVWV
(Gremmen, Hopkins, & Provincial Peer Network, 2021).

When we treat others with respect and honour their dignity, we are not only
show
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Shifting Language: Creating Change

Shifting the language of systems and society requires us to be bold and take
ownership of the ways we use our language to care for others. Be kind to
\RXUVHIl« DQG RIKHUV

Anyone can play a role in shifting the language of systems to be less
oppressive.

However, because of their inherent power, leadership roles can be crucial in
cultivating cultures where language is reflected upon and shifted.

Role Modelling.

By shifting our language, we are role modelling change. Others may take
notice and begin to shift their language to match ours.

Calling others in, not out.

It can be challenging to use new language; we cannot expect others to pick
this up right away.

We can hold others in high regard while they explore their language. We can
invite people to be aware of how their language affects us, people we care
for and other people in the community. We can do this warmly and
compassionately.

When we call people out, they are likely to become defensive, and our
messaging can be lost. Calling people into conversation and offering
alternatives can be more effective.

What if | make a mistake?

Mistakes happen, remember this is a process.

If you use a term that you believe could be harmful, you can acknowledge
this and rephrase your words. An apology is one way of acknowledging our
desire to act differently and communicate that we do not wish to cause
another person harm.


https://supporthouse.ca/resources/peer-resource-hub/provincial-systems-resources/
https://supporthouse.ca/resources/peer-resource-hub/provincial-systems-resources/
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