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To reference this content please use the following: Haaland A, with Boga M, 2020. 
Communicating with awareness and emotional competence:  introducing the iCARE-Haaland 
model for health professionals across cultures. With contributions from training teams, Vicki 
Marsh and Sassy Molyneux.  https://connect.tghn.org/training/icare-haaland-model/ 

 

Background for trainer 
The purpose of this module is to give participants 
feedback from the analysis of their baselines and 
observation tasks, regarding being aware of and 
managing emotions related to interactions with 
patients, supervisors and themselves: These are the 
building blocks for Emotional Intelligence (EI). 
 
Please refer to Module 2b, Feedback on 
Communication Skills, for how to analyze and 
report on the feedback from participants, how to 
build up this module, and how to run it. 
 
You may decide to choose fewer examples than we 
have done in the text shown here – basically, the 
feedback module should take 20-25 minutes, max.  
 
If you have many good examples, you can add them 
at the end for participants to read on their own. 

 

 

 
Throughout this module, it is useful to refer to the two core modules: Basic communication skills, 
theory and practice (2c), and module 3b: Communicating with emotional competence – where many 
of the issues they have commented on here from their observations, will be dealt with.  
 
The importance of respect as a major value has come out very clearly in the feedback from 
participants, and also the strong feelings related to being treated with disrespect. 
 
The trainer should reaffirm that participants have clearly discovered that emotions influence how 
they communicate with others, and that emotions influence patients and parents strongly. Based on 
these insights, the trainer will help participants build emotional competence, consciously. 
 
Another point to bring out where natural is – that these observations seem to have enabled them to 
see the situations from the perspective of the patients (e.g. recognizing and understanding the good 
reasons patients get angry), and consequently, showing empathy has been the provider’s natural 
response. Furthermore, seeing their own role in establishing a relationship that helps the patient 
develop trust, and to open up to communicate well, has made them reflect – and see they can take 
an active role in facilitating good communication.  
 



Module 3: Understanding and handling emotions 

 

Communication skills training for health providers – Module 3a: 16.10.2022 – Basic workshop 

 

The observation tasks have made participants reflect on their own role and has made them aware of 
and willing to question some of their own attitudes. This process is important to strengthen during 
the workshop, and it will also continue after the workshop. 
 
Time: 20-25 minutes 
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Presentation slides:  Comments, questions, main points to bring out 
 

 

Introduce the module in your own words. 
Thank them very much for their thoughtful work, 
contributions and reflections – and affirm that they 
are starting to build emotional competence. 
 
Main points: The work they have done is very 
important, for them (they have learnt), and for us 
(we have used it to understand well what your issues 
and needs are, and to contribute to developing the 
contents of the course). 
Explain: All the examples we have used are 
anonymous, and we have picked them to illustrate 
main trends/points in the answers. 

 

 
Please reference the materials you use from this 
module and the presentation in the way specified 
on the slide. 

Contents 
1. Effects of communicating with and without respect 
2. Feeling safe, or insecure, and effects on 

communication 
3. Ways of handling conflict 
4. What makes patients scared/angry 
5. What makes patients open up 
6. Insights: Handling emotions 

Summarize the main topics you will report on.  
Remind them that we gave them feedback on 
communication skills yesterday, so this is now 
focusing on issues relevant to a main topic in the 
training: Recognition and management of emotions 
– building emotional competence. 
 
Add – that there will be another feedback session 
on research issues (if relevant). 

1. Communicating with respect 

                

Introduce each new section with a picture, to help 
participants sort the concepts and topics well. 
 
The first topic is – 

1. Effects of communicating with and 
without respect 
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How do you communicate with a person 
whom you respect? 

 
➢ I communicate with respect -25 

(listen attentively/humbly/politely/calmly/Use good tone) 
“I c      c    w      w            c                
      ” 
“W    c      c      w             I      c   I     w     
             w  c                c ” 
 

Read out the text on the slide - make brief 
introduction, e.g.: 
 
The majority of you acknowledged that you 
communicate with respect, using different skills. 
 
Explain: Deciding consciously that you will 
communicate with respect is an important start of 
using emotional competence. 
(NOTE: The numbers refer to how many participants 
gave this answer) 

How do you react when you are treated 
with respect? 

 
➢ Feel good and appreciated/honored -  20 

“I               I                              j c ” 
➢ Feel good and want to reciprocate to others -3 

“I                              w      c              
       w        c     ” 

➢ Raises self esteem -2 
“I            appreciated and a high sense of self-      ” 

Read out the slide – introduce e.g.: 
 
All of you expressed a sense of feeling good when 
treated with respect, and some felt inspired to 
reciprocate the same to others:  
Respect inspires respect 

How do you react when you are not 
respected? 

➢ Pull back reactions: 12  
(Withdrawn/Lack confidence/ Demoralized/Dishonored) 
“I                                                    
          ”.  
“I        c    w                    ” 
 

➢ Act out reactions: 6 
(Frustrated/Angry/Complain/ Bad/Sorry)  
 “I                         ; I c          ,                 ” 
 

Read out the slide – introduce the opposite topic, 
e.g – 
 
The feelings expressed as a reaction to not being 
respected, are strong ones.  

 

Read out the slide – introduce e.g – 
 
Most of you have expressed that you react 
automatically when met with (what feels to you like) 
disrespect. 
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Introduce the second topic: 
 

2. Feeling safe, or insecure, and the effects 
on how you communicate 

 

Read out the slide – introduce e.g. by saying: 
 
All of you could identify situations where you feel 
safe. 

 

Read the slide – introduce e.g. – 
 
All of you say you communicate well when you feel 
safe. 
 
It is easier to use emotional competence when you 
feel safe. 
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In which situations do you feel insecure 
or afraid when taking care of patients? 

 
➢  Handling very sick/dying /psychiatric patients 12 

“When the general condition is very poor and I know no 
matter how   much we try this particular patient will 
 v            ” 
“When working on very sick children who are helpless I feel 
               c                                      ” 
     

➢ Handling Stubborn/Disrespectful/angry patients 
or caretakers - 4 

“When the parents/guardians of the child are very anxious, 
        ” 
“W              c                        c    c      v    
furious and not seem not to appreciate/value what I am 
     ” 
 

➢ When in doubt - 3 
“W    w    I        v                   w             
expecting or when I am not certain of the results I am giving 
           ” 

Introduce e.g. – 
 
These are the situations you identified where you 
felt afraid or insecure. 

 

Introduce e.g. – 
 
All of you say it affects your communication 
negatively when you feel insecure. 
 
It is difficult to use emotional competence when you 
feel insecure – but it can be learnt. 

 

Introduce e.g.: 
All of you recognize that these emotions affect you 
negatively, and need to be managed. 
Being overwhelmed and feeling angry are the most 
commonly described reactions.  
The two main responses are to act out/react to the 
situation in various ways, or to pull back from it – 
either by just leaving, or by taking action to 
communicate with someone about it. 
Ask if they recognize these types of reflections 
Get some affirmations (e.g. by nodding, or saying 
  e  do re o  i e   e        do ’   e    e  
comment. 
Asking such questions is a way to keep your 
connection with the group – but not discuss. 
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Introduce the third topic: 
 

3. Handling conflict 
 
Handling conflict well requires emotional 
competence. 

 

Introduce e.g –  
 
You describe two main ways of reacting when you 
are part of a conflict:  
Confront, or evade 
(read the examples) 
Some of you describe how you take the role of the 
mediator when you are witnessing a conflict. 
You can continue to observe how you, yourself, act 
in a conflict. 

 

Read out the slide –  
 
Emphasize that conflict is a normal thing in life, and 
that almost all of them feel they do not have an 
effective way of handling conflict.  
 
State their learning goals, and inform them that 
there is a module in the workshop dealing with 
conflict, so these issues will be discussed. 
There is another module in the follow-up workshop, 
to deepen the learning on this important issue. 
Both these modules focus on learning emotional 
competence. 

 

Introduce in your own words the next topic: 
 

4. What makes patients angry? 
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Introduce e.g. 
 
You have identified and reflected on many good 
reasons patients are angry. 
 
After reading the slide – ask: 
You seem to have acknowledged that these are 
good reasons for being angry, seen from the 
   ie  s’  ers e  ives? 
Get confirmations, and/or brief comments 
Ask: Does this insight influence your ability to listen 
to and show empathy to angry patients? 
Get brief comments – and confirm that you will 
discuss HOW to do this, in the next module, 3b. 

 
 

Introduce e.g. – 
 
You describe how you use your skills to handle the 
situations well. This is an example of using 
emotional competence. 
 
Some of you also find it a challenge to handle such 
patients. We will deal with this topic in the next 
module. 

 

…   d  o    so s   handling emotions well gives you 
good satisfaction. 
 
When learning to use emotional competence 
consciously, you will discover you often feel satisfied 
with your efforts. 

 

Introduce in your own words the next topic: 
 

5. What makes patients open up and give 
information? 
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Introduce e.g. – 
You are describing a number of good 
communication methods you use to obtain good 
information from patients. 
These examples show how you are starting to use 
emotional competence. 

 

Introduce in your own words the last topic: 
 

6. Insights on managing emotions 
 
Emphasize the need for developing awareness, 
using the antennae to recognize emotions and step 
back from automatic reactions (e.g. to anger), and 
note that this is what many of them have said they 
actually do. 
Then read out the insights 

 
 

Read the slide 
 
These examples show you are starting to use 
emotional competence. 

 

Read the slide 
 
These examples also show using emotional 
competence. 
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Read the slide – ask if they recognize these types of 
reflections 
Get some affirmations (e.g. by nodding, or saying 
  e  do re o  i e   e        do ’   e    e  
comment. 
Asking such questions is a way to keep your 
connection with the group. 

 
 

Read the slide 
 
When you discover and reflect on effects of your 
communication, you are starting to develop 
emotional competence. 

 
 

Ask if participants feel we have captured the main 
issues from their observations and reflections, on 
dealing with emotions. 
Let them discuss briefly at the tables 
Get brief comments, and/or suggestions 
Affirm that they are starting to use emotional 
competence, and that we will learn more about how 
to practice these essential skills. 
Close the session. 

 
 


