
• Collect your 
thoughts and be 
fully present.

• Keep an open 
mind about me. 
I am not my 
disease or my 
surgery.

• Let me know what 
to expect; and be 
open and honest • Acknowledge 

what it feels 
like to be in a 
hospital setting 
as a patient.

• I want to know 
that all my 
caregivers are 
working together 
as a team to 
make informed 
decisions about 
my care.

• Allow me time to 
"tell my story".

• Knock, 
announce, and 
pause before 
coming in.

• Help me to not 
feel alone or 
isolated.

• Use words I 
can understand 
It's OK to use 
clinical terms 
if you explain 

 their meaning.
• Connect with me 

as you would a 
loved one.

• Deliver basic care 
in the same way 
every time, 
regardless of who 
is providing it.

• Show interest and 
concern through 
phrases like "tell 
me more".

• Come in to my 
room, don't just 
stand by the door.

• Create an 
environment 
where I can 
express my 
opinions and 
concerns 
without fear .

• Under stress, 
 I can miss things. 

Please check for 
understanding.

• Look for moments 
to make me smile.

• Help me to feel 
connected to my 
care team.

• Pay attention to 
my body language 
and nonverbal 
actions.

• Smile, make eye 
contact, and sit 
down with me.

• Tell me before 
you do something 
so I am prepared 
and know what 
to expect.

• Provide me 
with written 
explanations and 
instructions 
whenever 
possible, so I can 
refer to them later.

• Use a comforting 
tone when 
speaking to me.

• I want to feel 
everything is 
being done and 
that there is an 
overall plan of 
care for me.

• Please check for 
understanding.

• Provide choices 
whenever 
possible and let 
me know of my 
options and 
alternatives.

• Make sure I have 
the whole picture 
(results, conclu-
sions, next steps).

• Show me that you 
have time for me 
and that I am not a 
bother.

• Know that my 
family/friends 
may need your 
support.

• Always ask me if 
I am comfortable.

• Build trust by 
anticipating 
my needs.

• Be an authentic 
presence.

• Involve me in 
the discharge 
planning 
process (time 
and comfort).

• Say name, 
title, role and 
connection to 
care team.

• Talk with me, 
not over me. 
Especially at 

• Provide 
alternatives 
to clearly express 
my needs if 
I am unable to 
communicate.

• Ask me what 
name I would like 
to be called.

• Keep my care 
board updated 
and refer to it.

• Make sure all 
my questions are 
answered and 
that I can explain 
back what you 
just told me. 

• Touch my 
shoulder or hold 
my hand to show 
me support.

• Communicate 
my daily goals 
and progress in 
my POC. (Plan 
for the day, plan 
for the stay).

and have a voice.




