
We know that our patients want to be listened to. We know our employees want to feel pride in their work. We know 
that healthy relationships significantly impact patient safety, employee retention, readmission rates—and ultimately, 
the bottom line.1 It’s no mystery that better relationships strengthen outcomes; what remains mysterious to some 
is how to build effective relationships. How do we create connection? And, how do we frame the work of improving 
relationships so it doesn’t feel like we’re trying to solve world peace? 

Strengthen every relationship. 
There are four simple practices that when applied help people establish and nurture healthy relationships. The 
practices are attuning, wondering, following, and holding. (Learn more in the book See Me as a Person or by attending 
a See Me as a Person workshop.) In the chart below you’ll find examples of the behaviors that demonstrate each 
practice. 

	

FOLLOWING
Listening, patience,  

acting on what we learn

Conveys a fundamental 
regard for the dignity  
and privacy of all  
persons needing care.  

Shares information and 
proactively attends to 
transitions so that the 
patient and family knows 
what is happening and 
what to expect in their 
care. 

Recognizes anger as an 
expression of fear and 
distress and takes action 
to alleviate distress.  

HOLDING
Compassion, trust,  
mindful transitions

Listens to and validates 
the person with  
empathetic sounds and 
conscious body language.

Collaborates with the 
patient/family as 
involved partners in  
their own care. 

Builds a sense of safety 
and trust by remembering 
specific patient and family 
needs and requests.

WONDERING
Curiosity, openness,  
humility, acceptance 

Conveys genuine interest 
in the person receiving 
care.  

Asks open ended  
questions, and listens 
with a focus on what  
matters most to the  
person.

Remembers that each 
person has a unique  
backstory that will affect 
their interactions and 
responses to care.   

ATTUNING
Attention, presence,  

awareness, “tuning in”  

Connects with the patient 
and family with a focus on 
their state of being.

Communicates  
acceptance and respect 
for the person receiving 
care through listening, 
spoken words, and body 
language.

Recognizes the potential 
for EHR/technical devices 
to interfere with thera-
peutic connections; takes 
appropriate action to stay 
tuned in to the person.

STRONGER  
RELATIONSHIPS 
STRONGER  
OUTCOMES
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It’s easy to see how stronger relationships improve HCAHPS.
When you read the three core questions from the HCAHPs survey below, you’ll see how the relational behaviors based 
on attuning, wondering, following, and holding create improvements patients and families can easily recognize and 
appreciate.

(Q1/Q5) How often did nurses/doctors treat you with courtesy and respect?
•	 Conveys genuine interest in the person receiving care. (wondering)
•	 Communicates acceptance and respect for the person receiving care through listening, spoken words, and body 

language. (attuning)
•	 Recognizes anger as an expression of fear and distress and takes action to alleviate distress. (holding)

(Q2/Q6) How often did nurses/doctors listen carefully to you?
•	 Listens to and validates the person with empathetic sounds and conscious body language. (following)
•	 Builds a sense of safety and trust by remembering specific patient and family needs and requests. (following)
•	 Recognizes the potential for the EHR and other technical devices to interfere with the therapeutic connection and 

takes appropriate action to stay tuned in to the person. (attuning) 

(Q3/Q7) How often did nurses/doctors explain things in a way you could understand?
•	 Collaborates with the patient/family as involved partners in their own care. (following)
•	 Asks open ended questions, and listens with a focus on what matters most to the person. (wondering)
•	 Clarifies and seeks to resolve areas of concern and/or disagreement. (following)
 

Beyond improved 
HCAHPS, embedding the  
relational practices 
into your organization 
provides higher employee 
satisfaction, too.

Two of the top five drivers of employee satisfaction—relationships with co-workers and relationships with direct 
managers—are supported by any initiative that improves relationships.2 Relational excellence fosters an increase 
in high quality connections and team efficacy, while simultaneously buffering against stress, burnout, fatigue, and 
depression. 

Imagine the world of health care as a realm in which humans are deeply committed to being with other humans—
patients, families, colleagues, community members—often in their most vulnerable moments. Health care entails 
humans coming together to achieve everyday miracles, allay suffering when possible, and to comfort always. 

Call Creative Health Care Management to learn how you can 
improve all outcomes by strengthening all relationships.
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