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HE AT HE R P RE S T O N, M .S .

S R. ADV IS O R

OF F IC E OF MAY O C LIN IC E X P E R IE N C E

T RA I NI NG , E DUCAT I O N & CO ACHI NG

ÅEmployed with Mayo Clinic for 20 years

ÅCertified Wellness Coach

ÅExtensive training in Motivational Interviewing  

and Communication in Healthcare

ÅHave presented and facilitated trainings and  

workshops nationally and internationally.
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Objectives

1. Explain common communication challenges that

can be expected as part of your role in enforcing

masking.

2. Explain what perspective taking is, and how it can  

be applied to communication challenges to  

improve outcomes.

3. Demonstrate communication skills for showing  

empathy, delivering difficult news, and de-

escalating high emotion.
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CautionFatigue
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Escalation ofEmotions
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PerspectiveTaking

Listen

Engage Perspective Taking

Notice Your Reaction

Share Back the OtherôsExperience



EmpathicReflective  
Listening ñBoy, it sounds like youôre having a

very toughmorning.ò

ñIt sounds like youôre running  

behind today and this is the last  

thing you need rightnow.ò

ñIt doesnôt seem to make any sense  

weôre still doing this masking stuff.ò
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Listen
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ÅñWearing a mask is an inconvenience, and it can be uncomfortabletoo.ò

ÅñYou are [frustrated/worried/upset], and thatôsunderstandable.ò

ÅñFrom your perspective, this whole situation seemsunfair.ò

ÅñWearing a mask seems like an unreasonablerequirement.ò

ÅñOf courseyouôreworried. You want to make sure you and your family are safe to be  

shopping aroundtown.ò

Empathic Reflective Listening sounds�o�]�l���Y�X


