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

Discouragers  
�³�'�L�V�F�R�X�U�D�J�H�U�V�´�� �F�U�H�D�W�H�� �E�D�U�U�L�H�U�V�� �W�R�� �F�R�P�P�X�Q�L�F�D�W�L�R�Q�� �D�Q�G�� �G�L�P�L�Q�L�V�K�� �W�U�X�V�W���� �7�K�H�\��
�F�R�Q�Y�H�\���M�X�G�J�H�P�H�Q�W���R�U���W�K�H���L�G�H�D���W�K�D�W���Z�H���K�D�Y�H���D�Q���D�J�H�Q�G�D���W�K�D�W���D���S�H�U�V�R�Q���V�K�R�X�O�G��
�E�H���I�R�O�O�R�Z�L�Q�J�����,�W���L�V���L�P�S�R�U�W�D�Q�F�H���W�R���U�H�F�R�J�Q�L�]�H���W�K�D�W���W�K�H�V�H���D�U�H���G�L�V�F�R�X�U�D�J�H�U�V���L�Q���W�K�H��
�F�R�Q�W�H�[�W���R�I���D���3�H�H�U���6�X�S�S�R�U�W���5�H�O�D�W�L�R�Q�V�K�L�S���D�Q�G���W�K�D�W���V�R�P�H���R�I���W�K�H���D�F�W�L�R�Q�V���P�D�\���E�H��
�D�S�S�O�L�F�D�E�O�H���L�Q���R�W�K�H�U���U�R�O�H�V���R�I���R�X�U���O�L�Y�H�V���R�U���E�H���P�R�U�H���D�S�S�U�R�S�U�L�D�W�H���L�Q���F�H�U�W�D�L�Q���F�X�O�W�X�U�D�O��
�F�R�Q�W�H�[�W�V�� 

�$�G�Y�L�F�H���S�H�U�V�X�D�V�L�R�Q�����E�H�L�Q�J���S�D�U�H�Q�W�D�O�����G�R�H�V���Q�R�W���K�R�Q�R�X�U���V�H�O�I���G�H�W�H�U�P�L�Q�D�W�L�R�Q���D�Q�G��
�F�K�R�L�F�H 

�$�U�J�X�L�Q�J�����I�R�U���\�R�X���R�Z�Q���S�R�L�Q�W�����E�H�L�Q�J���P�R�W�L�Y�D�W�H�G���W�R���E�H���5�,�*�+�7 

�$�V�V�X�P�L�Q�J�����P�L�V�V�H�V�� �W�K�H�� �R�S�S�R�U�W�X�Q�L�W�\�� �I�R�U�� �W�U�X�H�� �P�H�D�Q�L�Q�J�� �D�Q�G�� �H�[�S�O�R�U�D�W�L�R�Q���� �D�O�O��
�D�V�V�X�P�S�W�L�R�Q�V���E�X�W���H�V�S�H�F�L�D�O�O�\���³�,���F�R�P�S�O�H�W�H�O�\���X�Q�G�H�U�V�W�D�Q�G���´�����)�R�F�X�V���R�Q���F�R�Q�Q�H�F�W�L�R�Q��
�S�R�L�Q�W�V�����Q�R�W���D�E�V�R�O�X�W�H�V�� 

�³�%�X�W�´���V�W�D�W�H�P�H�Q�W�V�����F�D�Q���E�H���G�L�V�P�L�V�V�L�Y�H�� 

�6�K�D�P�L�Q�J�� �D�Q�G�� �%�O�D�P�L�Q�J�� �G�H�J�U�D�G�L�Q�J���� �G�R�H�V�� �Q�R�W�� �K�R�Q�R�X�U�� �V�H�O�I���G�H�W�H�U�P�L�Q�D�W�L�R�Q�� �R�U��
�U�H�V�S�H�F�W�� �D�Q�G�� �G�L�J�Q�L�W�\�� ���,���H���� �³�<�R�X�� �N�Q�H�Z�� �W�K�L�V�� �Z�R�X�O�G�� �K�D�S�S�H�Q�´�� ���:�K�D�W�� �Z�H�U�H�� �\�R�X��
�W�K�L�Q�N�L�Q�J�"������ 

�0�L�Q�L�P�L�]�L�Q�J���5�H�D�V�V�X�U�D�Q�F�H�����G�R�H�V�� �Q�R�W�� �K�R�Q�R�X�U�� �W�K�D�W�� �S�H�U�V�R�Q�¶�V�� �H�[�S�H�U�L�H�Q�F�H����
�G�L�V�P�L�V�V�H�V�� �W�K�H�P�� ���,���H������ �³�W�K�D�W�� �L�V�� �Q�R�W�� �V�R�� �E�D�G�´ �³�7�K�H�U�H�� �L�V�� �Q�R�W�K�L�Q�J�� �W�R�� �Z�R�U�U�\�� �D�E�R�X�W����
�\�R�X�¶�U�H���L�Q���J�R�R�G���K�D�Q�G�V�´���±���W�K�L�V���G�R�H�V���Q�R�W���D�O�O�R�Z���S�H�R�S�O�H���W�R���H�[�S�O�R�U�H���D�Q�G���H�[�S�D�Q�G���R�Q��
�W�K�H�L�U���I�H�H�O�L�Q�J�V�������� 

�3�D�W�U�R�Q�L�]�L�Q�J�����F�R�Q�G�H�V�F�H�Q�G�L�Q�J���� �Q�R�W�� �V�X�S�S�R�U�W�L�Y�H�� �R�I�� �H�T�X�D�O�� �D�Q�G�� �H�P�S�D�W�K�H�W�L�F��
�U�H�O�D�W�L�R�Q�V�K�L�S�V�����,���H�������³�<�R�X���S�R�R�U���W�K�L�Q�J�«�´�� 

�+�X�P�R�U��
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Oversharing from your journey:  may cause harm or make the 
conversation about you instead of the other person, and can create space 
for assumptions and comparison 

Fixing and pre -mature/unsolicited offering of services:  we are here to 
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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���Z�H���F�D�Q�¶�W���V�W�D�Q�G���L�Q���V�R�P�H�R�Q�H���H�O�V�H�¶�V���V�K�R�H�V�����W�K�H�Q���Z�Kat is empathy?  

�³�(�P�S�D�W�K�\���L�V���W�K�H���U�L�J�K�W�H�R�X�V���V�W�U�X�J�J�O�H���W�R���W�U�\�����W�R���W�U�\���W�R���X�Q�G�H�U�V�W�D�Q�G���Z�K�D�W���L�W�¶�V��
like to be in their shoes �����W�R���W�U�\���W�R���X�Q�G�H�U�V�W�D�Q�G���Z�K�D�W���W�K�H�\�¶�U�H���I�H�H�O�L�Q�J�����D�Q�G���W�K�D�W�¶�V��
�D�� �S�U�R�F�H�V�V�� �W�K�D�W�� �K�D�S�S�H�Q�V�� �W�K�U�R�X�J�K�� �F�R�P�P�X�Q�L�F�D�W�L�R�Q�� �«��empathy forges 
communication that is i nquisitive, non -judgemental, validating and 
compassionate �´�����3�D�U�N�L�Q�����������������7�(�'�[�7�D�O�N�V������������������ 

�3�D�X�O�� �3�D�U�N�L�Q�¶�V�� �Z�R�U�N�� �L�V�� �L�Q�� �Y�H�U�\�� �F�O�R�V�H�� �D�O�L�J�Q�P�H�Q�W�� �Z�L�W�K�� �H�D�U�O�L�H�U�� �Z�R�U�N�� �G�R�Q�H�� �E�\��
Teresa Wiseman, a nursing scholar who published a concept analysis which 
concluded that there are four qualities of empathy; perspective taking, 
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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 
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�x 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 

�x AVOID:  �&�R�P�S�D�U�L�Q�J�����'�L�V�P�L�V�V�L�Q�J�����$�G�Y�L�F�H���J�L�Y�L�Q�J�����³�)�L�[�L�Q�J�´�� 

Examples : 
�x Someone is sharing the impact of long waitlists for care for their child 

o �$���P�H�D�Q�L�Q�J�I�X�O���G�L�V�F�O�R�V�X�U�H���P�D�\���V�R�X�Q�G���O�L�N�H�����³�7�K�D�Q�N���\�R�X���I�R�U���E�U�L�Q�J�L�Q�J��
�W�K�D�W���P�H�V�V�D�J�H���W�R���W�K�H���I�R�U�H�I�U�R�Q�W���R�I���R�X�U���F�R�Q�Y�H�U�V�D�W�L�R�Q�����,�¶�P���U�H�I�O�H�Fting 
on my own experience with my child waiting for care and how 
frustrating it felt for me. It can absolutely be frustrating for 
�I�D�P�L�O�L�H�V���´ 

�x Someone is sharing the impact of losing someone to a chronic illness 
and their lack of access to family support 

o �:�H�� �P�D�\�� �V�D�\�� �V�R�P�H�W�K�L�Q�J�� �D�O�R�Q�J�� �W�K�H�� �O�L�Q�H�V�� �R�I���� �³�,�� �D�S�S�U�H�F�L�D�W�H�� �\�R�X��
sharing that with us. I have also lost loved ones to a chronic 
illness, �D�Q�G���L�W���Z�D�V���D���Y�H�U�\���G�L�I�I�L�F�X�O�W���W�L�P�H���I�R�U���P�\���I�D�P�L�O�\���D�Q�G���,�����,�¶�P���J�O�D�G��
�\�R�X�¶�U�H�� �K�H�U�H�� �W�R�G�D�\�� �I�R�U�� �R�X�U�� �F�R�Q�Y�H�U�V�D�W�L�R�Q�� �D�E�R�X�W�� �P�R�U�H�� �D�F�F�H�V�V�L�E�O�H��
f�D�P�L�O�\���V�X�S�S�R�U�W�V���´ 
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GENUINE LISTENING EXERCISE 
From: (University Health Network) 

 
�6�H�O�I���5�H�I�O�H�F�W�L�Y�H���4�X�H�V�W�L�R�Q�V���� 

�:�K�H�Q���K�D�Y�H���\�R�X���H�[�S�H�U�L�H�Q�F�H�G���U�H�D�O�O�\���J�R�R�G���O�L�V�W�H�Q�L�Q�J�" 

�:�K�D�W���L�V���L�W���O�L�N�H���W�R���E�H���O�L�V�W�H�Q�H�G���W�R�" 

�:�K�D�W���L�V���L�W���O�L�N�H���Z�K�H�Q���R�W�K�H�U�V���G�R�Q�¶�W���O�L�V�W�H�Q���W�R���\�R�X�" 

�:�K�D�W���P�D�N�H�V���L�W���K�D�U�G���W�R���O�L�V�W�H�Q�" 

 
 

TYPE IN THIS TEXT BOX 
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EMPATHETIC COMMUNICATION ROLEPLAY  
 

Scenario 

Roles:  
�x Ethan - Experience-Based Advisor 
�x Alyssa - Committee Chair 
�x Kerry - Community Partner 

 
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�%�D�V�H�G���R�Q���W�K�H���F�R�Q�Y�H�U�V�D�W�L�R�Q�V���Z�H���K�D�Y�H���K�D�G���W�K�X�V���I�D�U���D�Q�G���W�K�H��
data we have reviewed what are the possible causes of this 
decline in community referral follow-�X�S�"�´ 

 
Kerry  �± �³�,�W���F�R�X�O�G���E�H���W�K�D�W���F�O�L�H�Q�W�V���D�U�H���X�Q�D�Z�D�U�H���R�I���H�[�D�F�W�O�\���K�R�Z���W�R���I�R�O�O�R�Z-
�X�S���´ 
 
Alyssa  �± �³�2�N�D�\�����W�K�D�W�¶�V���D���S�R�V�V�L�E�L�O�L�W�\�����W�K�H�\���D�U�H���J�L�Y�H�Q���U�H�V�R�X�U�F�H�V���Z�K�H�Q��

�G�L�V�F�K�D�U�J�H���S�O�D�Q�Q�L�Q�J���W�K�R�X�J�K���´ 
 
Ethan  �± �³�7�K�D�W�¶�V���W�U�X�H�����J�H�Q�H�U�D�O�O�\���Z�H���U�H�F�H�L�Y�H���T�X�L�W�H���D���I�H�Z���I�O�\�H�U�V���D�Q�G��

�S�D�P�S�K�O�H�W�V���K�R�Z�H�Y�H�U���W�K�D�W���G�R�H�V�Q�¶�W���Q�H�F�H�V�V�D�U�L�O�\���P�H�D�Q���Z�H���N�Q�R�Z��
�P�X�F�K���D�E�R�X�W���W�K�H���V�H�U�Y�L�F�H���´ 

 
Alyssa  �± �³�: �K�\���Z�R�X�O�G�Q�¶�W���W�K�H�\���M�X�V�W���F�D�O�O���W�K�H���Q�X�P�E�H�U���R�Q���W�K�H���I�O�\�H�U���D�Q�G���I�L�Q�G��
�R�X�W�"�´ 
 
Ethan  �± *PAUSE �± feeling defensive*  

�³�&�D�O�O�L�Q�J���V�H�U�Y�L�F�H�V���D�Q�G���K�D�Y�L�Q�J���W�R���V�K�D�U�H���W�K�D�W���\�R�X���G�R�Q�¶�W���N�Q�R�Z��
exactly what service is being provided, but you might be 
interested in their services is something pretty anxiety 
provoking, in my experience this has always presented a 
�E�D�U�U�L�H�U���´ 
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Kerry  �± �³�7�K�D�W���P�D�N�H�V���V�H�Q�V�H���W�R���P�H�����,���N�Q�R�Z���W�K�D�W���,���O�L�N�H���W�R���E�H���D�V���L�Q�I�R�U�P�H�G��
as I can before making inquiries about a service, or I feel 
uncomfortable. Based on your experiences where have you 
found gaps in sharing information about the community 
�U�H�I�H�U�U�D�O�V�"�´ 

 
Ethan  �± �³�:�H�O�O���,���W�K�L�Q�N���W�K�H���I�L�U�V�W���S�D�U�W���L�V���L�Q�I�R�U�P�D�W�L�R�Q���R�Y�H�U�O�R�D�G�������,�¶�Y�H���Z�D�O�N�H�G��

out of hospital with 10 different flyers and phone numbers, 
even if I received more information about some of them its 
difficult to keep track of which service is which and what each 
�R�I���W�K�H�P���S�U�R�Y�L�G�H���´ 

 
Alyssa  �± �³�$�U�H���Z�H���V�X�J�J�H�V�W�L�Q�J���Z�H���G�R�Q�¶�W���S�U�R�Y�L�G�H���D�O�O���R�I���W�K�H���U�H�V�R�X�U�F�H�V���W�K�D�W��

�F�R�X�O�G���E�H���R�I���V�X�S�S�R�U�W�"�´ 
 
Ethan  �± *Slightly irritated* - �³�1�R�����,�¶�P���M�X�V�W���V�D�\�L�Q�J���W�K�L�V���L�V�Q�¶�W���H�I�I�H�F�W�L�Y�H���´ 
 
Kerry  �± �³�,�¶�P���K�H�D�U�L�Q�J���W�K�D�W���������G�L�I�I�H�U�H�Q�W���U�H�V�R�X�U�F�H�V���L�V���D���O�R�W���W�R���N�H�H�S���W�U�D�F�N���R�I����

Ethan do you think that the challenge is the quantity of 
resources or how they are organized, being on so many 
�G�L�I�I�H�U�H�Q�W���I�R�U�P�V�"�´ 

 
Ethan  �± �³�,���W�K�L�Q�N���L�W�¶�V���K�R�Z���L�W�¶�V���R�U�J�D�Q�L�]�H�G���D�Q�G���F�R�P�P�X�Q�L�F�D�W�H�G�����,�I���,���U�H�F�H�L�Y�H�G��

one or two pages of resources with phone numbers and some 
jot notes under each resource about what the service provided, 
how to access the service and anything else discussed about 
the resource during discharge planning then I could have a 
better re-�F�D�S���R�I���W�K�H���F�R�Q�Y�H�U�V�D�W�L�R�Q���´ 

 
Alyssa �± �³�2�N�D�\�����W�K�D�Q�N���\�R�X���(�W�K�D�Q�����:�H���F�D�Q���D�G�G���W�K�D�W���D�V���R�Q�H���R�I���R�X�U��

possible causes. Can the group think of any other possible 
�F�D�X�V�H�V�"�´ 

 

 

 

 

 

 

�1�(�;�7���3�$�*�( 
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�:�K�H�U�H���G�R���\�R�X 
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�/�L�V�W�H�Q�L�Q�J���7�U�D�S�V  
Adapted From: Leebov, W., Afriat, S., Prsha, J. 1998. Service Savvy 
Healthcare. American Hospital Publishing. From University Health Network. 
(2006). Organization and Employee Development: ActiveListening for 
Person-Centred Care. Participant Handout which was reprinted with 
permission, from the Albert Einstein Healthcare Network �”  1993  

Listening Traps  

1. Does your mind tend to wander when you are supposedly listening to 
another? 

 
Never   Sometimes   Often 

  
2. Do you tune the other person out in order to prepare your response? 

 
Never   Sometimes   Often 

 
3. �$�U�H���\�R�X���R�I�W�H�Q���V�R���Z�U�D�S�S�H�G���X�S���L�Q���\�R�X�U���R�Z�Q���I�H�H�O�L�Q�J�V���W�K�D�W���L�W�¶�V���L�P�S�R�V�V�L�E�O�H��

to really listen to another? 
 

Never   Sometimes   Often 
 

4. Do you tend to jump ahead of the speaker and reach conclusions 
before you have heard the speaker out? 

 
Never   Sometimes   Often 

 
5. Do you often figure you know what the other person is going to say 

before he/she has finished saying it? 
 

Never   Sometimes   Often 
 

6. Are you anxious to contribute your ideas to the conversation or relate 
your experience when another is trying to talk? 

 
Never   Sometimes   Often 

 
7. Do you have a tendency to finish sentences or supply words for the 

other person? 
 

Never   Sometimes   Often 
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8. Do you get caught up with insignificant facts and details and miss the 
emotional tone of the conversation? 

 
Never   Sometimes   Often 

 
9. Do you listen with half your attention tuned toward giving advice, 

solving the problem, or figuring out what to say to make the other 
person feel better? 

 
Never   Sometimes   Often 

 
10. Are you human? 

Never   Sometimes   Often 
 

�$�F�W�L�Y�H���/�L�V�W�H�Q�L�Q�J���(�[�H�U�F�L�V�H  
Dialogue with  a Partner   
From: (University Health Network) 

�/�L�V�W�H�Q�H�U�����2�Q�H���S�H�U�V�R�Q���D�V�N�V���D�Q���R�S�H�Q���H�Q�G�H�G���T�X�H�V�W�L�R�Q���R�I���W�K�H���R�W�K�H�U�����7�K�H��
�T�X�H�V�W�L�R�Q���P�L�J�K�W���E�H���V�R�P�H�W�K�L�Q�J���O�L�N�H���³�+�R�Z���D�U�H���W�K�L�Q�J�V���J�R�L�Q�J�"�´���R�U���³�:�K�D�W�¶�V���O�L�I�H��
�O�L�N�H���I�R�U���\�R�X�"�´���R�U���³�:�K�D�W���L�V���Z�R�U�N���O�L�N�H���I�R�U���\�R�X���W�K�H�V�H���G�D�\�V�"�´��  

�$�V���W�K�H���V�S�H�D�N�H�U���L�Q�W�U�R�G�X�F�H�V���W�R�S�L�F�V�����P�D�N�H���F�R�P�P�H�Q�W�V���W�K�D�W���H�[�S�O�R�U�H���I�X�U�W�K�H�U����
�V�H�H�N�L�Q�J���J�U�H�D�W�H�U���G�H�S�W�K���D�Q�G���F�O�D�U�L�W�\���V�X�F�K���D�V���R�K�����J�R���R�Q�����W�H�O�O���P�H���P�R�U�H�����Z�K�D�W�¶�V��
�W�K�D�W���O�L�N�H�"���R�U���V�L�O�H�Q�F�H�� 

�)�R�F�X�V���R�Q���\�R�X�U���L�Q�W�H�Q�W���W�R���X�Q�G�H�U�V�W�D�Q�G���W�K�H���R�W�K�H�U���S�H�U�V�R�Q�¶�V���H�[�S�H�U�L�H�Q�F�H���R�U��
�S�R�L�Q�W���R�I���Y�L�H�Z�����'�R�Q�¶�W���D�V�N���T�X�H�V�W�L�R�Q�V���W�R���V�D�W�L�V�I�\���\�R�X�U���R�Z�Q���F�X�U�L�R�V�L�W�\���R�U���V�K�D�U�H��
�V�L�P�L�O�D�U���H�[�S�H�U�L�H�Q�F�H�V�� 
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�(�0�3�$�7�+�<���&�$�6�(���6�7�8�'�< 
From: (Adair, Gremmen & Hopkins, 2022) 

�<�R�X�� �K�D�Y�H�� �F�U�H�D�W�H�G�� �D�Q�� �D�G�Y�L�V�R�U�\�� �J�U�R�X�S�� �I�R�U�� �\�R�X�U�� �O�R�F�D�O�� �H�P�H�U�J�H�Q�F�\�� �G�H�S�D�U�W�P�H�Q�W��
�U�H�O�D�W�H�G���W�R���W�K�H���V�X�S�S�R�U�W���R�I���P�H�Q�W�D�O���K�H�D�O�W�K���D�Q�G���V�X�E�V�W�D�Q�F�H���X�V�H����
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Compassionate Language  
From: (Gremmen, Hopkins, & Provincial Peer Network, 2021) 

�³�/�D�Q�J�X�D�J�H���L�V���Q�R�W���S�D�V�V�L�Y�H�����,�W���L�V���D�F�W�L�Y�H�����D�Q���D�F�W�L�R�Q�´����������������������������������  
(Gremmen, Hopkins, & Provincial Peer Network, 2021) 



19 
 

COMMUNICATION, COMPASSION & EMPATHY WORKBOOK   

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 
�\�R�X�U�V�H�O�I�«���D�Q�G���R�W�K�H�U�V���� 

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 I 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.  

If you feel an apology is appropriate, we recommend you keep it succinct, 
then rephrase and continue the conversation at hand. A long-winded apology 
generally evokes the other person(s) to console and validate you, which 
distracts from the original concern and takes away the power of the apology. 

RESOURCE HIGHLIGHT:  
COMPASSIONATE LANGUAGE FOR MENTAL HEALTH AND 

SUBSTANCE USE: HOLDING PEOPLE IN HIGH REGARD  
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