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Who are the Whisperers? 



What Do They Say  
• A problem is nothing more than a situation calling for a 

creative solution” 

• “Ask the right questions and you'll come up with the right 
answers.”

• “Start caring about the results your customer cares about.”

• “ Customers sense her genuine concern because she is asking 
questions about them, their families, their homes, their 
needs and their desires. “

• “They’ve found a leader they are beginning to trust.”

• “The idea of putting yourself into a student's shoes is very 
powerful. Because you forget how much time they need to 
process, to think, even to read."



Actions of Whisperers  

Are Respectful

Seek 

Collaboration

Build Trust 

Are Self-Confident

Inspire

Establish 
Rapport

Listen Well 

Are  Gentle Are Motivators

Stay Calm 



Patient Whisperer

A person who has 
the ability to 
engageand 
empowerpatients 
using interpersonal 
communication 
skillsand is 
accepting, honest, 
and has integrity. 



Patient Engagement 

• Dynamic partnership

• Shared responsibility and 
accountability

• Information sharing      

• Consensus building

• Mutual decision-making 



Patient Empowerment

Personal 
Control Responsibility Initiative

Problem-
solving 

Self-
management 

Decision –
making 



Patient Whisperer 

Withholds Judgment 
• Identifies own judgment in situation

• Understands judgment may include 
blame 

• Has more clarity when not in judgment

• Understands power of words (cranky, 
nice, stubborn) 



Patient Whisperer

Has Compassion
• Eases others' distress

• Connects to what patient is feeling

• Listens to all aspects of what is going on 
with patient 

• Stays focused on the patient –avoids 
defensiveness



Patient Whisperer

Is Insightful
What we see What it may mean

Anger Hurt

Hostility Embarrassment

Aggressiveness Inadequacy

Anxiety Fear, insecurity



Patient Whisperer

Is Sensitive
• Aware of filtering information through 
experience, values, fears, assumptions 

• Understands stages of coping  

•Visualizes “invisible cloak” for harsh 
words

• Uses professional boundaries



Patient Whisperer

Positively Reinforces
• Provides positive feedback 

• Watches for positive behavior/near 
behavior

• Looks for the opposite of inappropriate 
behavior

• Shows appreciation for patient 



Patient Whisperer

Encourages Empowerment
•Acknowledges patient’s control

• Gives up controlling outcome

• Provides challenging question  

• Facilitates problem-solving

• Provides leadership



Patient Whisperer

Shows Respect
• Listens with purpose

• Values patient 

• Demonstrates manners/compassion

•Doesn’t impose own agenda



Patient Whisperer

Has Equality in Care Partnership
• Creates culture of safety  

• Uses effective communication

• Identifies whose probleman issues is

• Encourages patient voice 

• Encourages development of goals

• Encourages participation in POC



Patient Whisperer

Builds Relationship
• Demonstrates trust 

• Identifies barriers to building 
relationship

• Advocates for patient 

• Provides/accepts constructive 
comments 

• Avoids retaliation





How We Learn to Handle Conflict

• From family

• From the media

• From experience  



Ability to Change Our Behavior 

•Other people don’t “make us” feel things

• We have control over how we feel and 
how we react to others.

• To have a different outcome, change 
behavior and response. Different 
responses lead to different outcomes. 



The Bully

versus

The Whisperer

Challenging Situations



“ I’m not coming to a care plan 
meeting”

• How patient is approached

•Patient’s understanding of meeting

• Feelings of inadequacy

• Depression

• Past experience

What’s involved



Bully Approach
•We’re doing this for you.

•We can’t help you if you 
don’t help yourself.

• You always complain but 
then you don’t want to do 
anything to make it better.

• We can get in trouble if you 
don’t at least sign the form. 



Patient Whisperer Approach

• Offers personal invitation to the 
meeting.

• Educates on the importance of care 
plans. 

• Makes meeting convenient.

• Works on goal setting. 



“ I don’t want that tech to stick 
me!”

• Past experience

• Level of confidence –patient/staff

• Personalities

What’s involved



Bully Approach
• You have no choice! 

• It only took 5 tries –What’s 
wrong with you! 

• You always complain!

• Do it yourself then if you 
think it’s so easy.   



Patient Whisperer Approach

• Understands and accepts where patient is. 

• Collaborates on solution

• Assigns different person

• Waits for another person

•Has tech observe “good” stick

• Has tech stick while observed 

• Encourages self-cannulation 

• Shares fistula patient stories



“What do you mean you’re 
changing my schedule?”

• Routine

• Fear 

• Respect

• Loss of control

What’s involved



Bully Approach

• Gives schedule change on 
day of treatment.

• This is your new time –take 
it or leave it.

• Patient starts missing 
treatments/ comes late/ or 
leaves early: Label “non-
adherent.”



Patient Whisperer Approach

• Gives information in advance that the 
schedule process will be changing. 

• Gathers information regarding special 
needs.

• Collaborate with patient to find what 
time will work best. 



“ I don’t have to come all the 
time– I’ll come when I want…”

• Denial of need for regular treatment

• Feels too sick to leave home

• Transportation issues

• Time management

What’s involved



Bully Approach

•Threat: We’ll discharge you.

• Shame: You know better.

• Guilt: We had your machine set up 
- someone else wants to come at 
this time.



Patient Whisperer Approach

• Calls / sends letter of concern. 

• Shares concerns with patient and listens 
to patient for understanding of root 
causes. 

•Helps to identify barriers, patient’s 
choices, and solutions.  

• Sets boundaries     
• Sets up machine after patient arrives.

• Encourages call if unable to come.

• Changes shift. 



Tools for Patient Whisperers

Peer Support 
• Network Patient Representative Program 
(NPRP) 

• Support group 

• Patient stories 

• Social media 

• NFK and other patient organizations



Tools for Patient Whisperers

Motivational Interviewing

• Monitors degree of readiness to change

• Takes cues from patient 

• Uses questions to identify discrepancies 
in viewpoint 

• Encourages goals to support self-
reliance 



Tools for Patient Whisperers
Coaching Techniques

• Agree that problem exists
• Inspire, encourage, and challenge 
• Provide tools/opportunities for 
alternative solutions

• Agree on action steps  
• Follow-up with patient/praises 
achievements   



Tools for Patient Whisperers

DPC Tool Box

• Provides staff in-service training 
program

• Creates a calm environment

• Provides communication skills training

• Encourages staff/patient to work 
together to find solutions



Tools for Patient Whisperers
Healthcare Agreement

• Identifies specific behaviors to address

• Is a collaborative effort with patient

• Changes made by both staff and patient

• Has a time line: Start and end points

• Is not used as a reason for discharge

• Also called behavioral contract



Tools for Patient Whisperers

In-service Training Programs

•Changing culture 

•Communication skills

•Professional boundaries

•Conflict management



“It’s a basic right for people to make 
decisions regarding their own health care 
treatment. As health care professionals, 
{we} know that education, accessibility 
and incentives –not brute force- are the 
best ways to encourage people to comply.”       
Barbara Frye

… and being aPatient Whisperer
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