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What Patients and Families Want 

• Listen.  

• Don't be defensive.  

• Don't speak in acronyms.   

• Learn how to roll up patient stories into ongoing 

issues.   

• Show respect to people who likely feel powerless and 

don't know how to help but want to.   



To Patients and Families 

• Have confidence in your knowledge and experience.   

• You're not healthcare professionals, but you have 

experienced the health care system in a way that they 

haven't and therefore have knowledge and experience 

that is complementary to theirs”. 

 




