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With Chris Kresser, Oren J. Sofer & Evan Wong 

 

Chris:  Hey Everybody.  Welcome to the webinar.  I’m here with Oren Sofer and Evan Wong and I’m really 

excited to talk to you today about Mindful Communication for Healthcare practitioners.  It’s definitely a topic 

that is near and dear to my heart, something I’ve been interested in for a very long time and continue to be 

interested in and learn about and practice.  And it’s one of the essential skills that I think any healthcare 

practitioner can have, and yet it’s pretty neglected.  I certainly wasn’t taught any communication skills when I 

was studying medicine, certainly wasn’t taught any communication skills before that, in elementary school, high 

school, etc., and it’s strange because it’s something we do everyday, all day, and we receive almost no training 

on it at all.  I think it’s absolutely key in developing relationships in life in general and also in our practice as 

healthcare professionals. 

 

I met Oren through the meditation and communication communities.  I used to teach Non-Violent 

Communication which we’re going to talking a little about today before I decided to go back and study 

medicine.  Oren and I share a number of different interests including mindfulness meditation practice and 

NonViolent Communication and also health and wellness.  A mutual friend of ours introduced us and we really 

hit it off and became friends and colleagues.  Oren contacted me a while back about the possibility of doing a 

course in mindfulness for mindful communication, specifically for healthcare practitioners.  I was really 

interested in this because I think it is a crucial skill and I’m not aware of any training in this realm specifically for 

healthcare practitioners and Oren and Evan are both really well positioned to offer this because of their own 

experience which I’m going to let them tell you a little bit about.  

 

So today we’re going to talk a little bit about why this is a really helpful skill to develop as practitioners, we’ll 

get into some more details about this course that Oren and Evan have developed and what that contains and we’ll 

also answer questions you have.  Without further ado, I’m going to hand it over to Oren and Evan and they’ll 

take it from here. 

 

Oren:  Great. Thanks, so much Chris.  It’s really lovely to be on the call.  I think it is particularly meaningful for 

both of us because we’ve each had our own experience with chronic health issues and that means we have the 

range of experiences with different doctors’ offices, from working with you, and the people on your team who 

know some of these skills and are able to support patients well because of that and the full range of other 

experiences of practitioners who don’t.  From my part, I’ve been studying Communication for about fifteen years 

now, mostly Non-violent Communication, and practicing mindfulness for twenty.   I also have a background in 

Trauma healing, so the three streams really come together for me in working with communication with 

professionals and people individually.  When you talked about the possibility of putting a course together, it 

definitely seemed like a great way to plug in and support practitioners and doctors working with people to 

support their wellness. 

 

Evan: I’m really excited to be here too.  For those of you who are here, welcome to the webinar.  We’re really 

excited about sharing some really practical skills and tools with you and during this time together.  I’m coming 

from a sector of healthcare which is really dear to my heart which is palliative care which is really modeled about 

caring for quality of life for people with serious illnesses.  As a spiritual care provider, I’m in the room during a 

lot of difficult conversations that have really difficult technical sides often as well as really challenging emotional 

content. I actually think it is really fun and exciting to meet the challenge of caring for patients in those situations 

and also learning from each other, learning from other doctors and nurses and social workers in my discipline 
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about how to be, we’re always learning how to be better communicators, so I’m really excited to share with you 

what we’ve learned so far in our communication and mindfulness journeys. 

 

Oren: Our aim is share what we think is the most important skills that you need to support your patients, to 

maximize efficiency and collaboration and creativity on your staff and your teams and to enjoy your work more. 

Let’s go ahead and dive in. 

  

One of the neat things about communication is that because we communicate so much in our life all of the time it 

has the potential to really transform all of our relationships, not just in the office but also at home.  One of the 

things that is unique about being a healthcare provider is that you’re spanning different roles.  As a healthcare 

provider, you essentially have two different roles. First, you’re providing health and then you’re also providing 

care. 

 

So, on the one hand in terms of health, you’re using your expertise and training to diagnose and treat your 

patients.  Obviously, communication is a really powerful vehicle for that because when you deliver your 

expertise.  On the other hand, you’re providing care so one of the neat things about functional medicine and 

integrative medicine and most modalities of alternative healthcare is that one is looking at integrating both of 

these, the health side and the care side and working with the client or patient as a whole. 

 

Evan:  And on the care side, your patients are coming to you with some level of distress.  The word patient 

means one who suffers, whether it be difficult physical symptoms, the ways their conditions are impacting their 

life, some of the challenge is working with the weight of the medical system to get care not to mention their 

history, maybe some bad or difficult experiences they’ve had with care providers in the past.  When you have 

patients with chronic conditions all of that is heightened even more so they’re coming with some level of 

distress, they’re feeling vulnerable and they’re wanting your help.  Your ability to show care, that you’re really 

there for them, and focus on your specialty, will really help them feel less stressed.  As they feel less stressed 

they can really work with you easier and feel more confident in you as a clinician. 

 

Oren:  From the way that we see it, the challenge of the healthcare provider is really to bridge these two.  As 

Evan was saying, to be caring in the relationship while also providing that expertise and information and 

guidance and sometimes, if one isn’t meeting the stress on the relation level, on the emotional level, it makes it 

harder to actually address the medical side. 

 

Evan:  So let’s get into some of the specific tools we want to share with you today… 

 

* [The following section is a modified outline of the material covered. For the complete information, please view 

the recording].  

 

Part of what makes Mindful Communication so powerful is that we start with the internal foundations of 

communication. we want share first two with you. 

 

If you want to improve your communication, the first foundation is to focus on being HERE more. 

 

Communication is a real-time, lived process. In each moment, we’re responding to something dynamic. If we’re 

not HERE, if being distracted by own thoughts, driven by habits, reactivity, we miss the raw data of what to 

respond to. When we’re present, we get more info from the other person, and are more clear in ourselves about 

what to say. You can see what’s actually happening with the patient and what they need, which is more likely to 

be fulfilling for you and for the patient. 

 

This is where mindfulness comes in. Mindfulness is the capacity to be aware of what’s happening in an open and 

curious way. The benefits of mindfulness are well-documented, from over 30 years of research.  
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- Personal benefits: One of Main RESILENCE – safeguarding against burnout, increasing calm and 

wellbeing, reducing stress, using energy more efficiently and in a more balanced way. Ultimately, the more 

present we are, the more satisfied and fulfilled we can be in our work.  

- Clinically, mindfulness increases focus and attentional stability, which means one’s observation skills and 

intake skills will be more refined. 

 

[Guided mindfulness practice, 1 minute] 

 

Notice how you feel now. Imagine how it would be talking to a patient now versus one minute ago? This is a 

taste. Mindfulness brings us into moment; we’re more clear, more available and more present.  

 

And, it’s important to note that mindfulness isn’t just about being on one’s own or tuning out world. There are 

ways to practice it and feel more regulated, calm and alert in the midst of our day, in the moment during one’s 

work with patients. 

 

The other important point here is that 80% of communication is nonverbal: it’s in our tone of voice, body 

language, facial express, emotion, all these things that are less tangible and less deliberate: it’s your nervous 

system reflecting inner state of being. As human beings we are exchanging nonverbal info all time. We’re 

continually influencing each other on neurobiological level through empathy, mirror neurons, emotional 

contagion… 

 

Mindfulness helps us to be less stressed and better regulated, which means note only are we more available and 

attuned to patients, but implicitly we’re having a healthy, regulating effect on their nervous system. How that 

might influence a patient visit is that when they’re more calm, they can take in your recommendations and 

problem solve together. (Anxiety blocks the intake of information). 

 

Take Home: Between patient visits, spent 1 minute feeling your body and your breath. If you don’t have time: 

just one conscious breath into state of balance, clarity & self-regulation 

 

This one tool to integrate it into your workday. There are many more ways to work w/mindfulness. A question to 

consider: What challenges you to be present in your work? And do you have any questions about how to 

handle that? That we can answer during Q&A. 

 

The second foundation of Mindful Communication is having a clear intention in our relationships.  

What we mean by intention is one’s motivation in terms of relating 

- How you want to be with the patient, your staff, or in your work in general 

- Another way of saying this is: it’s where you’re heart is, where coming from on human level 

- It’s connected to how you even got into this work 

 

Some examples of intentions you might have are: to be compassionate, curious, to give each patient your full 

attention, or to respect different people’s views. Coming from a clear intention can have a powerful effect on 

conversations & relationships; people can really feel it. 

 

So, I want to talk about three key benefits to having a clear intention in your work. 

 

First, for you, the clinician, knowing your intention helps you stay connected w/the meaning in your work, 

which gives you more energy, leading to greater resilience & protecting you against burnout. In terms of your 

patients, when you’re coming from a clear intention, it will be conveyed in your communication. 

o  Patients will know that they matter to you. 

o This increases connection, emotional safety and trust,  

o And that ultimately leads to more effective treatment 
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Finally, intention can serve as a reset button during difficult conversations or conflicts. It helps us come back 

to what’s important. When we’re not consciously choosing our intention, we tend to run on automatic, especially 

when things get hard. The intention to be right, to get things done, to defend ourselves, can get in our way. And 

make it harder to hear one another and resolve differences. 

 

For me as Communication Trainer I emphasize this all the time. You can use all right words and still be 

operating from an intention that’s not helpful – such as to be right, to have the last word, or to try maneuver & 

get what I want – and people can feel that. It has to come from a genuine place to actually support the 

relationship and the connection. 

 

So here are some ways to start bringing this into your work & life.   

1. Take a moment now: Identify an intention in a word or a phrase that’s meaningful for you. One way to get 

there: What brought you to this work? 

2. Choose specific time/situation to practice it: a visit, or a conversation or meeting. 

3. Recall that intention and throughout conversation try to come from that place as much as you can.  

 

As you practice with this in discrete situations, over time can start to become automatic. It can become default 

orientation for how you relate & communicate all the time. 

 

Take Home: Identify your Intention, write it down on a post it, put it somewhere you’re going to see regularly, 

or put in a reminder on your phone & practice with it. Some questions to consider: What’s your intention? Can 

you think of any situations where it would be hard to remember it or come from that place?  

 

Oren: Everything rests upon these foundations. When these are solid, the rest will tend to flow. If we could only 

share two tools with you, it would be these two foundations: the capacity to stay present & to come from genuine 

care & intention to understand – and really integrated that into your life & work, would have huge impact over 

time. 

 

 

Let’s look at some more skills. So many important, useful tools we can learn to navigate communication become 

really useful when we’re present and rooted in a clear intention.  

 

The next key tool we want to share is what we call “playing catch.” It’s  a basic building block of 

communication – the rhythm of moving back and forth in a conversation and building understanding. 

Communication is fundamentally about creating understanding. And the best way to actually confirm that that’s 

happening is to check. Was message sent message received? In practice, this looks like playing catch – tossing 

something back and forth.  

 

The rule of thumb here is to “Reflect before you respond.” In conversation, many times (especially when things 

get heated) we just keep responding to one another without ever checking if we’re hearing each other. And when 

that happens, neither person feels heard it just escalates. 

 

Checking for understanding and playing cath slows a conversation down and builds understanding step by step. 

You have to catch the ball before tossing it back. We do this by listening for what’s being said, on relational / 

emotional level or on content / logistical side. We want to make sure they caught the ball (we check for 

understanding). When this actually happens, we can feel it, because we’ve actually completed a cycle of 

communication. 

 

Usually there’s a felt-sense of settling, or completion, often there’s a deeper outbreath or pause. The other thing 

about this is that we can use it to detect quickly if a conflict is beginning is to notice if the pace starts to quicken, 

if pauses disappear…This is also where mindfulness comes in, because it helps us notice if we feel some anxiety 

or tension building in our own nervous system. 
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So how do we play catch? We want to demonstrate this tool of playing “catch” with a situation involving a 

clinician.  I’ll be the patient and Evan can be the clinician.  The situation is where the clinician is recommending 

more expensive testing.  If I’m the patient, I might say, “I’ve spent so much on tests already, I don’t know 

whether I want to spend another $500.00 on a test without knowing that it is going to help me.”   

 

Evan: “I wouldn’t have recommended this if I didn’t think it was going to be helpful for you. So, I feel like you 

should just do it.”   

 

Oren: This is an example of NOT playing catch.  Or if we want to be more refined about it, what’s actually 

happening is that Evan’s playing catch, but she’s playing catch with the content rather than the emotion.  She is 

responding to the implicit question – is this going to be useful? – and saying, yes I think it will be useful and I 

want you to do it. But you can see that it isn’t meeting the patient where they are at because she’s not addressing 

the emotional content that is actually in the foreground.  That needs to come first before we can get to the 

medical question.  And as a patient, when I heard you say that, I said “great, here’s another doctor, telling me 

what to do, who doesn’t really value my experience, opinion, or is taking into account my financial well-being or 

the other implications of what she is asking me to do.” 

 

Let’s look at “playing catch” again.  As the patient, “I spent so much money of tests already.  I just don’t know 

whether I want to drop another $500.00 on a test without knowing that it is going to help me.”  

 

Evan: “Yeah, I totally hear frustrating it is.  These tests can really add up and can be kind of a burden 

sometimes.  So, I’m wondering if it will be helpful if we went through some of the reasons why I’m 

recommending it.  That way, you can feel like if it is an expense that you want to incur.” 

 

Oren: Notice how different that is.  I don’t know if you saw, but there was a breath of relief that came through as 

soon as there was that sense of empathy and understanding from her.  She caught the ball and did you notice the 

way she tossed it back to me.  Rather than saying what she wanted to do next, she invited me – “would you like 

to do this?” giving the ball back to me to see if I’m complete or not or if there was anything else around that.  

 

We want to give you some tools and tips in how to practice this.  Here are a few examples of you catching the 

ball from what someone else is saying to you.  Just using a short, simple phrase like “let me see if I’m 
understanding…” or “I want to make sure we’re on the same page here…” or paraphrasing what they said 

“Sounds like it’s been confusing with the test and you want to make sure this is going to be helpful. Is that 

right?”  Now the key here with these is  

 

1.) It has to authentic.  This is not active listening. This is not “…so what I’m hearing you say is…”  We aren’t 

practicing a communication technique. We’re coming from a place of mindful presence.  We’re coming from a 

clear intention to connect, support, or care.  Then we are responding authentically.  And then, 

 

2.) It is important that we are asking a question.  We’re not telling the person what their experience is. We are 

enquiring or checking – “is this what is going on? I want to make sure I’m with you.” 

 

So those are examples of playing catch when someone is throwing the ball to you.  Now let’s flip it around and if 

you’ve tossed the ball to them, now you’re checking for their understanding to see if they caught the ball.   

 

This tends to be a little bit trickier but you can get skilled at by saying things like “I just shared a lot right now 
and I want to make sure I’m clear.  What are you getting?”  or “How’s all this sounding?  Do you have any 

questions?”  Inviting openness. Or “I’m curious what you’re taking away from this discussion?”  You’re inviting 

them to share what they’re hearing and what they understand.  And just like what Evan talked about earlier 

around practicing with intention and over time it becomes a default, in the same way when you practice playing 

catch, you practice reflecting before you respond, over time it becomes your default.  It’s not something that you 

have to remember.  When something says something to you, you say “I want to make sure I understood.”  Or you 
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share something that’s important and you check – “I want to make sure that we are on the same page, what are 

you getting?” 

 

Take it Home – pick one phrase or question that feels authentic for you and practice using it to check for 

understanding.  And when you do, notice the effect.  Notice how that affects things.  And remember the key here 

is authentic and you’re asking a question.   

 

As we look toward the Q&A, you might want to think about a time when this might have been helpful and let us 

know if you have any questions about how you could have used this tool or how you could have checked for 

understanding.   

 

Oren: One more role-play.  We’ve shared with you 3 basic tools with you.  We’ve shared coming from a place 

of awareness and presence, having a clear intention, and playing catch.   We want to show you what it’s like in a 

situation where one of these are in place, when 2 of them are in place, and when all 3 are working together. 

We will role play another common patient/clinician situation.  Evan will be the patient, and I’ll be the clinician.  

First visit and I’m running 45 minutes late.  “Really sorry I’m running late today.  How are you doing this 

morning?”  

 

Evan: “Yeah, um, I’m a little frazzled.  I thought we were going to be almost done with our visit by now and 

I’ve got a lot to do today and I can’t really think straight.”   

 

Oren: “Yeah, I’m so sorry.  We’re a little short staffed this morning.  But what brings you in?”  

How do you feel as the patient?  

 

Evan: I feel shut out; a little brushed off.  There was enough presence as I was responding to what she said and I 

wasn’t totally checked out. But my intention was to keep moving because I know I’m 45 minutes behind already 

and I’m not playing catch at all.  So, this is probably worst case scenario. 

 

Oren (Take 2): “I’m really sorry I’m running late today.  How are you doing this morning?”  

 

Evan: “Yeah, I’m really excited to see you.  I’ve been waiting to see you, but I’m just can’t think straight 

because, my day is totally messed up because you’re an hour late.”  

 

Oren: “Yeah, I’m so sorry.  I totally get it. I really like to be on time especially for the first visit.  It’s unusual 

I’m running this late.  So, what brings you in?” 

So, I was clearly available and present. There was also a clear intention to connect and to have some compassion 

and empathy for the person’s experience. I wasn’t playing catch.  I was receiving what’s been said but I wasn’t 

giving it back to her.  Just the clarity and force of the intention was really helpful and might be enough. 

 

Now let’s look at all three together.  “Good morning, so sorry I’m running late.  How are you doing this 

morning?”  

 

Evan: “I’m kind of frustrated...  But I’ll get over it.”  

 

Oren: “Yeah, I really want to apologize and I’m really sorry.  I totally get it.  Your time is valuable, too.  It’s 

important to me that when people come to my office that they actually feel relaxed and not stressed out.  I want 

to make sure we’re starting on the right foot today. Is there anything else you want to say about this before we 

move on?” 

 

You can see that the intention is there and I’m connecting but I’m doing something different.  I’m making space 

for the catch.  I’m telling her that what I’m hearing is important to her. That her time is valuable too. I’m sharing 

my own intentions that I want people to come to my office and feel relaxed and have a positive experience.  And 

then I give it back to her.  I want to make sure we are starting on the right foot together…is there anything else 
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you need around this.  Implicitly there I’m honoring her experience as human being and I’m building the alliance 

with my patients. I’m using what could be a negative situation and possibly potential for a complaint, and using it 

to actually strengthen the connection by really meeting what’s going on and using these tools- bring presence, 

intention, and playing catch.   

 

 

 

 

There’s so much more we’d like to share with you – we’re really just scratching the surface here. And it takes 

time to actually work with and integrate these tools. We want to tell you about the four week training that we’re 

starting on May 30th, where we’ll be going into more depth, provide more personalized training, and help you 

really embody these tools.  

 

For anyone who signed up for this webinar, we’re offering $100 discount when you register in next 10 

days. 

 

Let’s open it up for questions…  

 

Q: How do you deal with passive-aggressive patients and colleagues? 

 

Oren:  It’s a really common work situation.  I think the first thing is to understand that when someone is being 

passive-aggressive, that there’s some need that they have that’s not being met.  That’s the first thing is to 

recognize, to just try to see them in a good light.  To bring a sense of inquiry, what’s actually going on for this 

person?  What are they needing?  That’s maybe the first step. 

 

The second step is to check your own reactivity.  When someone’s trying to get something met in a way that’s 

not being direct, oftentimes that can trigger us.  We can feel reactive.  So, you want to use the tools of 

mindfulness in that situation to monitor your own reactivity, your own resistance, your own anger, your own 

judgments because that’s going to only heighten the situation and make it more complicated. 

 

The more clear YOU can be, the more balanced YOU can be, it’s going to have an effect of defusing the 

situation with the other person.  And then being able to really engage to say, “I really want to make sure that 

we’re working together here.”  You want to come from what is your positive intention, or what’s the shared goal 

that you see with this person, whether it’s a patient or a staff member.  And really state that, so instead of coming 

at the conflict like this (hands in fists with knuckles coming together in front of neck, with elbows bent) head to 

head, you’re doing it this way (hands still at neck level, but unclenched, palms flat and facing down, finger tips 

pointing to viewer) you’re putting yourself in a position where you’re alongside one another, looking at the 

problem together. 

 

And the key shift in doing that is bringing forward some shared objective or shared goal.  And stating that, really 

being able to say, “Look, I want us to be able to work well together in this office so that we’re being efficient and 

we’re providing the best care possible for patients.  I really want to understand what you need to help make your 

job smoother.  Can you tell me more about what’s going on and how I can support you?”  That’s going to defuse 

the whole situation. 

 

Oren (to Evan):  Anything you want to add about that?  You’ve dealt with alot of nurses and staff members at 

hospitals who have really difficult interactive modes and you’ve come up with alot of different strategies that I 

think are quite helpful. 

 

Evan: Definitely.  It’s a little bit of a side note, but I think humor goes a long way with working with passive-

aggressive behavior.  You just heard me say, “passive-aggressive behavior” because sometimes people who are 

exhibiting this kind of behavior get labelled as being passive-aggressive people and then that automatically starts 

making it harder to have compassion for them, to see them as suffering people who need your help.  So, having a 
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little bit of humor and remembering that this isn’t who they are, I think can go some distance.  And then also just 

doing your best.  It’s not easy.  I think it’s something that we’re all challenged with working in health care. 

 

Oren: Yeah.  I know that some of the other strategies that you’ve used, because really, communication skills 

help us to basically increase the effectiveness and the strength of relationships that are going okay.  Most of our 

relationships in life are not really super difficult.  So whatever field of healthcare you’re working in, I think it’s 

safe to assume, most of your relationships with your patients are going to be okay.  Using these skills is going to 

take it from that level of being okay to being great.  Where the patient really feels like you’re there with them, 

you hear them, and that’s going to really help build your healthcare practice.  Your reputation is going to spread, 

“Oh I love my chiropractor.”, “I love my nutritionist.  They’re so great.” 

 

Now, in the difficult situations, that’s when the communication skills are going to help us to navigate 

things.  There are alot of other ways to handle those difficult situations, humor.  Someone’s being negative, or 

you have the idea they’re being passive-aggressive, using humor can totally defuse the situation. 

 

Also sometimes just changing the subject, changing the context and trying to connect on a more personal level 

can be really powerful, if you’re working with someone where there’s tension or difficulty.  So instead of 

actually going into the conflict, you want to come back to those foundations of just the human relationship and 

find ways to support that, you know, “How was your weekend?  How are your kids doing?” and that’s going to 

help create more of a foundation just on a human level to hold the difficulties that might be coming up. 

 

Evan: And it also points to the value really of establishing rapport with your patients during the first couple 

visits.  Like in any relationship, just giving it as much space and time to be a positive interaction and to get to 

know the person, have them know that you want to know who they are as a person is going to help build a 

foundation.  So later, when there’s a little bit more challenge or anything comes up that’s difficult, you have that 

as a good foundation, a good resting place for the relationship already. 

 

Oren: Yeah.  And I’m just looking back at the chat box here.  Chris do you want to weigh in? 

 

Chris: Yeah.  I just wanted to ask you, either of you or both of you, to talk a little bit more about needs based 

communication and the concept of conflict being a result of unmet needs which you briefly alluded to Oren.  But 

I think that’s a very transformative piece that for me when I first became exposed to nonviolent communication 

many, many years ago really changed my life and changed the way that I approach communication and also 

changed my understanding of conflict. 

 

I know this is something that is talked about in the nonviolent communication world, but where actually in some 

ways I started to look forward to conflict as an opportunity to connect more deeply with people and I stopped 

fearing conflict in the way that I did before.  And still to this day, I’ve had several instances with really difficult 

situations with patients which could have taken things in one direction, with more conflict and dissatisfaction, 

that actually deepen and improve the relationship and allowed us to break through and have a more rewarding 

interaction from then forward.  So could you talk a little bit more about that because I think it’s a concept that not 

everybody is familiar with. 

 

Oren: Absolutely.  Yeah, thanks Chris for bringing that up.  So the understanding that Chris was pointing to 

there is one of the foundations of what’s called nonviolent communication which is the core training in 

communication that both Evan and I and Chris share that’s the underpinning of many of these tools. 

 

And the understanding there comes from humanistic psychology, from Abraham Maslow and Carl Rogers, which 

is that human behavior is consistent and logical in the sense that everything we do as a human being, all of our 

behavior, is an attempt to meet some kind of need.  So, our being here on this webinar with you, you joining us, 

all of us are trying to meet needs.  Both of us and Chris, we’re trying to get tools to you who are out there in the 

world trying to support people to be healthy and happy and have more well being.  So we’re looking to 

contribute, you’re looking to meet your needs to learn, to grow, to support people. 
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When we look at life from this perspective, that everything we do, we do to meet some need, it allows us to drop 

below the stories, the judgments, the difficulties, to see what’s actually going on for someone underneath the 

surface.  And the understanding is that conflict, our disagreements, our difficulties, is happening at the level of 

our strategies.  I have an idea about what I think should happen.  So going back to that role play where Evan was 

suggesting a test, so the conflict there is happening on the level of she’s saying, “I want you to do this test.” and 

I’m saying, “I don’t know if I want to spend the money.” And if we stay at that level, we’re going to stay locked 

in conflict.  The sort of classic situation of a couple or a roommate, one person wants to do this, the other person 

wants to do that, stay locked in the strategy. 

 

And if we remember this framework, that everything we do, we do to meet a need, and we listen or we look from 

that perspective to say, “What’s this person actually needing?  What’s important to them?”  You drop below the 

surface and find more of a shared common ground.  We find that more universal side of being human that says, 

Wow, this patient really is concerned about their financial well being and wants to know that they’re going to be 

safe and able to support themselves.  That’s important.  As much as it’s important that I want to support their 

physical health.  They’re looking after their financial health.  Once you get down to that level, the conflict 

transforms because we’re actually able to be aligned. 

 

So this is, as Chris is saying, a really transformative tool and it’s a shift in perspective internally. 

 

Oren:    

Evan, you work with families all the time who in the hospital are in difficult situations, looking at end of life or 

really serious diseases. Are there ways that you see that with the staff or the health care team and the families 

where you’re able to bring it down to that level.  

 

Evan:  

I think in medicine what can happen is that the provider thinks that the patient is doing something that’s not good 

for them. And so in that case, for me as a provider coming back to … I value the patient’s sense of autonomy and 

being respected more than I value them living, in this case, maybe more time or experience what I think is less 

suffering. So for me as a provider who can get frustrated sometimes and think, oh my gosh I can’t believe this 

patient is making these decisions or this family member is making these decisions, I can feel more at ease 

knowing that I’m supporting their wishes. So that’s a way that I use needs and recognize their needs and 

recognize my needs in order to keep caring for the family.   

 

Oren:  

And this tool of playing catch that we were talking about, that’s where the needs-based communication 

essentially comes in. What you’re doing is someone comes to you, especially if it’s with a conflict, and you can 

hear the needs underneath it. And the tool there is to ask a question internally, “What really matters here? What’s 

important to this person — that I can actually get behind?” Not this person wants to get their way. That’s not a 

need. That’s a strategy. A need is something that when you get there, you want that for that person too. And 

that’s where we start to come together.  

 

Evan:  

So for that passive-aggressive patient it could be the need to feel in control of that situation, that could be what’s 

driving the behavior 

 

Oren:  

I want to come back to a question that someone typed in the chat box. Just asking if we could repeat the phrases 

for catching the ball. I’ll repeat them now, and I also want to say we’ll send out an email tomorrow with a link to 

the replay and the transcripts, and the notes from our session will be up so you can also look at that. So those 

phrases that we suggested for catching the ball. So for you: 

 

“Let me see if I’m understanding…”  
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“I want to make sure we’re on the same page”  
 Or  

“It sounds like this is what’s happening. Is that right?”  

 

And I’ll just put those into the chat box there.  

 

And then the phrases for seeing if they’ve caught the ball, if they’re getting what you said, would be …  

“I’ve just said a lot. What are you getting?”  
Or  

“What questions do you have?”  

Or 

“I’m curious what you’re taking away from this.”  

 

And again the essence there is just coming from that authentic place of wanting to check that we’re hearing each 

other. If you stick with that, with that internal intention to connect and understand and the authenticity of how to 

do that, it’s going to come across.  

 

And on the course, we’ll have time to go into more of those actual concrete tools for how do you phrase it, how 

do you modify it for different situations, what do you do when, as one person said, a patient is less amenable, 

they’re less the way Evan was in the role play. How do you handle that when you’re met two or three times with 

an aggressive response? This is where that kind of aikido move that Evan was talking about comes in — of being 

able to catch the ball and reflect back the needs that we’re hearing, the emotions that we’re hearing underneath 

what’s being said.  

 

So we’re coming up on the end of our time here. Just going to see if there are any more questions in the chat box. 

Brian … How do you deal with non-stop talkers effectively? Such an important question.  Do you want to weigh-

in on that?  

 

Evan:  

Non-stop talkers …   

 

Chris:  

I have some thoughts on that as well. (laughing) 

 

Oren mentioned and I asked him to talk about needs-based communication, so I think thinking about it from that 

perspective can be really helpful. When someone is talking very quickly or they’re talking non-stop, there is a lot 

of emotion there for them, and they have some strong needs that they feel probably afraid that aren’t going to be 

met. They might feel anxious. They might feel worried that there isn’t going to be enough time for them to 

express everything that they might want to express. If you just imagine what’s going on for yourself. If you’ve 

ever been in a situation when you’re speaking a lot. or speaking quickly, whenever I’ve had a situation like that 

that’s how I know I’m feeling. So what I tend to do in that situation is to interrupt in a gentle way. Maybe look 

for a small opening. And then start to reflect back what I’m hearing because in my experience also people that 

tend to talk a lot or maybe not people who talk a lot but in a situation where someone is talking a lot what they 

are really wanting is some kind of empathy and reflection.  

 

They want the catch. They want to know that they’re being heard and that someone is paying attention. And if 

you intervene earlier rather than later and actually reflect back what you’re hearing in a way that convinces them 

that you’re there and present and listening, I’ve found that that will very often completely diffuse the energy and 

there is often a pause or a breath and a sense of spaciousness kind of evolves out of that where the person doesn’t 

feel the same urgency that they felt when they first started. So it’s often said that it’s rude to interrupt, but I think 

in this case it’s actually very skillful means to do that and a way of creating connection, whereas if you just let 

them go on and on, there are not going to actually feel that they’re being heard and I imagine you might start to 
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have some feelings, some of your own feelings, that will interfere with your ability to connect with the person. 

 

Oren:  

Thanks for that Chris. I want to name where you started from was so important — where there’s that sense of 

first just trying to understand what’s going on for the other person. That shift of putting oneself in their shoes and 

really getting behind what’s going on for them. And that irony that the more they talk the less their need for 

understanding is going to be met. And so that interrupting is a skill that takes practice. We can have that genuine 

intention, but as Chris was saying, culturally it’s going to code as disrespect. So there are tools for how to do that 

that we’ll share with you in the course, but I can just summarize right here … The first thing you want to do is 

you want to lead with your intention to connect. So you want to lead by explaining why you’re interrupting, to 

say “I’m so sorry. I really want to make sure I’m getting what you’re saying. It sounds really important.” 

Something like that. If you lead with that, that’s going to lower the activation some. They’re going to say, “Oh 

they’re trying to understand me. They’re not trying to talk over me.” And that’s going to help create that space 

for you to catch the ball. 

 

 

Oren: So, we are coming up on the end of our time here.  I want to call out just once more the course that is 

coming up in two weeks’ time. We are really excited to have the opportunity to share these tools with all of you 

who are working with people to bring more health and wellbeing into their life.  It is such an important field, and 

as Chris was saying at the beginning, it is essential that those of you in the healthcare field have some of these 

tools and these basic competencies that aren’t offered elsewhere. If you sign up in the next ten days, we are really 

happy to give you $100 off the course and we are looking forward to doing it live so that we can have more of 

this interactive Q&A with you and really tailor it so that it will be the most helpful in your life and in your work. 

 

Evan: I am also hoping that by coming together on this one theme of Mindful Communication in Healthcare we 

can hear each other’s questions and know that you are not alone in this, that other people are having the same 

difficulties and successes that you are and that there is real power in working together on this topic. It’s really 

invaluable to come together! 

 

Chris: I just want to say a couple of things.  First of all, this is a real opportunity to do this course live with Oren 

and Evan, they are both very gifted communicators and practitioners of mindfulness.  As Oren mentioned, there 

is not going to be an opportunity to do that again in the future.  So, especially if you are newer to these 

approaches, I would really recommend doing this course live while you can, because it’s something that can 

certainly be learned and taught with video and things like that, but the more practice that you get, the better you 

are going to be at doing it and the more comfortable and confident you’re gonna be.   

 

I definitely feel really grateful that, for whatever reason, my career trajectory happened the way it did where I 

learned and practiced communication and mindfulness prior to getting into medicine!  I think that saved me a lot 

of grief!  That’s not to say that I have it all figured out and I’m not continuing to learn and practice that, but I 

definitely don’t think I would have the success that I have had, if I hadn’t been exposed to these practices at the 

time of my life that I was.   

 

It is just something that helps me feel more positive about what I do and to approach conflict in a way that I do 

that feels actually satisfying and rewarding and nourishing rather than scary and difficult.  Of course, it doesn’t 

mean that conflict comes easy, it’s hard work, but it’s really valuable work and work that can be transformative 

both for ourselves and for our patients.   

 

The last thing that I would add is that even though this course is for healthcare practitioners, the benefit is not just 

going to be for you and your healthcare practice.  If you are in a relationship and you have a partner, if you have 

children, if you have colleagues at work, if you have family members, if you have friends….anybody that you 

communicate with in your life, these techniques that Evan and Oren are going to share with you can be applied to 

all those types of relationships, and you will see a huge difference in the connections that you are able to make 
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with those other people who are playing other roles in your life.  That is something to keep in mind if you are on 

the fence about this. 

 

Oren: Thanks so much Chris, I think for both Evan and I we both definitely feel that way.  Communication 

crosses all the barriers in our life, it’s how we relate to the world, so you know, we learn communication for one 

area and the shifts and changes start to carry over and show up in the other areas.  I know for me in my life, these 

tools have not only made things easier, but have helped me to feel more appreciation and joy and connection.  

It’s not just for the conflict, it actually enhances the positive aspects in our life as well with partners, friends, and 

colleagues. So, the benefits go far and deep. 

 

Evan: I know that everyone on this call is really motivated to be a really awesome healthcare practitioner and 

really help people be at their best and I think it can be very motivating to pick up communication skills that are 

going to help you do that much better. In those ways too, as we make mistakes, it actually becomes really 

exciting ways of just learning and becoming a better communicator and practitioner. 

 

Oren: Yeah, so I just want to address one other question that came up in the chat that is relevant.  She has 

colleagues and clinicians that she wants to tell about the course and will they get the $100 discount?  Yes, if you 

are referring someone in the next ten days, they can get a $100 discount.  You can just direct them to 

mindfullhealthcare.us and that will take them right there to the right page.  So, thanks so much everyone and 

thanks Chris for inviting us on to the webinar to share, it’s really been really great to spend time together and we 

hope a lot of you can join us.  Keep in touch! 

 

Chris: Thank you both for offering this, I am really excited that it’s available!  It is something that I have really 

wanted to be able to offer for a long time, but was not in a place to put it together myself.  I think that with both 

of you doing this, it is a joy to be able to put this in my community, to thank you! 

 

Oren: Thank you for being with us! 

 

Learn More about the upcoming 4-week Course 

www.mindfulhealthcare.us 

Register by 5/25 for a $100 discount on the course tuition. 
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