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Module 6 (1b) 
The Big Changes: Feedback from endlines and observation tasks:  

Confirmation of growth, and Challenges we still have 
By Ane Haaland, with Mwanamvua Boga 
 

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 affirm the growth 
participants have documented through their reflections on 
the observation tasks, and in the endlines. Trainers have 
analyzed the tools, and give feedback.By showing 
participants the trends in their answers, they will see that 
their awareness is very much strengthened, their growth is 
echoed by others, and they are part of a group which is 
learning together – towards the same goal: 

• Providers who communicate with awareness, with 

• ability to recognize and step back from automatic 
reactions to emotional challenges, with            

• skills and motivation to build trust and relationship 
with patients and colleagues, and 

• seeing patients as person.  
These changes are leading to 

• better patient centred care 

• less stress and burnout  

• less conflicts with patients, colleagues and 
supervisors, and 

• Better job satisfaction. 
 
The participants will be able to share the pride in their new 
skills with each other, and feel that all the hard work these 
last nine months have been worth it. This will motivate 
them to continue using the skills, and continue learning. 

 

 

 
The challenges will show that there is still a way to go before all problems are handled well, and – 
that some participants have learnt strategies to handle one set of challenges, others have learnt to 
manage different skills. Thus, the points can be made that participants are resources for each other, 
and that this course is very much about sharing the learning with each other, and to help each other 
grow further.  
 
Preparing and presenting this module is also now an important part of you as a trainer connecting 
with the learning of the participants: They will appreciate that you have read and analyzed all their 
achievements and challenges, and will feel that together you are “a team” working towards a 
common goal – to communicate with emotional competence - based on a common understanding of 
the progress they have made, and the challenges they still face in their work. 
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It is useful to affirm that the challenges they face are “normal” for providers in the health 
professions, and to emphasize that their new ways of facing these challenges by using skills to 
communicate constructively and to recognize and manage emotions well have made them come very 
far, and has made most of them role models to their colleagues. The learning needs to continue – 
with the tools they now have in their baskets, and with the additional tools they will get in the 
follow-up workshop, and – with using each other as resources for continued growth. Learning to 
communicate with more awareness is a life-long task which requires attention over time, and 
requires critical thinking. 
 
When showing the slide with the learning needs they have now identified, you can link this to the 
learning needs they identified during the first module, and to topics in the workshop programme. 
You can remind them that their work means they are increasingly taking responsibility for their 
learning. They continue to spend time observing, reflecting on and identifying their achievements 
and needs, and the course organizers have made sure these needs are met in the training course.  
 
There is only one feedback presentation in the follow-up course, and all the aspects of the course are 
thus covered in this Big Changes module. 
 

Notes when developing this module  

1. What kind of examples to choose, and how to structure them? It can be useful to structure 
the selection of examples around some main “big topics”: Use of communication skills, and 
management of emotions/emotional competence. Furthermore, dividing the examples into 
changes in relation to patients, colleagues and supervisors is a logical sequence. “Reflections 
and Insights” is a good sub-heading, where you can collect good reflections on learning 
participants have experienced during the process. Further challenges, and topics for more 
learning will complete the list of headlines for the structure of the module. (See section on 
analysis of baselines and endlines, and the tasks, in Part B) 

2. How many examples? There may be many examples you want to share with your 
participants, and they may appreciate this feedback. However, it is easy to get “lost” in 
choosing and reading out too many examples – you have to balance between making your 
points, briefly, and – pleasing them/giving them some more examples they would enjoy.  In 
the basic course we showed how to choose few examples for the main presentation (in the 
interest of time), and choose more examples to add at the end – and give participants a copy 
of the presentation to read more examples for themselves.  

3. In this presentation we have kept several more examples in the main presentation. You can 
choose to also select many examples and keep them all in this presentation, and read out 
e.g. only the first example, or – you can cut down on examples, and put the others at the 
end. An important aim must be to show the participants the width, scope and depth of their 
learning, and let them enjoy and celebrate their achievements. 

 

Notes when facilitating this module: 
1. Affirm and appreciate the learning and growth: The purpose is to show an overview of main 

changes participants have noted in the way they communicate and relate with different 
groups at work, and to acknowledge the Big Changes the participants have made in their 
work – while still acknowledging that there are challenges left to be faced and dealt with. 

 
2. Emphasize importance of the learning: BUT – RESIST THE URGE TO TEACH! 

Add comments like e.g.: “You have noted/experienced/seen that (e.g.) taking a step back 
gives you a breathing space, and enables you to listen to an angry patient until you find out 
what is bothering her…”; or “These observations affirm that you have made important 
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changes in how you recognize and manage your emotions, and – there are still issues related 
to this, which we will deal with in the course”. 
Don’t teach: It is very tempting to use the examples to start teaching. DON’T, in this module.  
Also do not add your own experiences, or bring in other issues: This is about their 
experiences and observations, only. 
 

3. Resist the urge to evaluate: The “automatic reaction” of a trainer may be to evaluate and 
comment on the changes (“This is very good”, or “Here is a top example”, or “this participant 
has really done well”…). Comments of this kind may make participants feel that this is a 
“competition” against the others. It is not. Competition may make them lose awareness, and 
focus on the “fight” to win (and to win the trainers’ praise).  
In communication training – everyone has his or her own starting point and personality, 
and everyone can make improvements – in their own way: There is no “right” answer, or 
“facit”: Whether a communication is experienced as constructive or not, depends on so 
much more than the technique – it depends on the attitudes and the intents of the provider, 
and on ability to use awareness and be present in the interaction – and relate to the other 
person. These aspects are very difficult to measure, and impossible to “measure against each 
other”. Therefore – no evaluation, and no competition! 
The best way to talk around results and insights are – to appreciate, and encourage further 
reflection. Describe and highlight, and celebrate the changes – even the small ones! 
Providers who have started learning, and found joy in the discovery and practice of new 
methods of communication – will continue learning, when encouraged. If they feel measured 
and evaluated, and found they are less good than others, the fragile progress they have 
made may not survive. 
Does this sound “too sensitive”? Too “psychological”? 
It IS psychology. It is about acknowledging how vulnerable good learning is, and how well we 
have to take care of the progress participants make – if we aim for it to lead to 
empowerment, and be sustainable.  
These are important aims for the course, so therefore – don’t evaluate, rather – appreciate! 
 

4. Ask questions for confirmation, e.g. 

• Is this an issue you recognize? 

• Have you seen/experienced these kinds of changes? 
This can make them relate to the examples, and reflect on their own changes.  
DO NOT ask questions like: 

• Do you remember this example? 

• Do you realize this problem? 
These questions will “force” people to remember (which is cognitive) rather than to reflect 
and relate freely (which is cognitive and emotional). 
 

The Overall/Meta-Message you want to give them is: 
• We have read your observations, reflections and endlines, and analyzed them 

• Here is a summary of the changes you have reported on, as a group 

• You have done a lot of important work, and continued to learn well about yourselves 

• You have reasons to be proud of your achievements! 

• We will continue to learn about these issues in the follow-up course 
 
Time needed: 30 minutes 
Materials needed: None 
Facilitator/co-facilitator roles: Co-facilitator can read some of the examples, if no one volunteers 
from the participants to read. This helps to create variation  



Module 6  (1): Introduction to Gold Standard Strategies, and feedback 
 

Communication skills training for health providers, module 6 (1b) Follow-up course 230623 Page 4 
 

Presentation slides:  Comments, questions, main points to bring out 
 

 

Introduce the module in your own words 
Add comments on how you have enjoyed reading 
their thoughtful work, contributions and reflections, 
and seeing how much they have learnt – and the 
satisfaction this has given them in their work. 
 
Main points: The work they have done is very 
important, for them (they have continued to learn), 
and for us (we have read and understood their 
growth, and seen what their issues still are, and 
used this to develop the course). 
All the examples we have used are anonymous, and 
we have picked them to illustrate main changes you 
have reported, and the challenges you still face.  

 

NOTE: Make your own comments, based on the 
examples from your own observations and endlines. 
 
From time to time – ask for brief comments from 
participants, to ensure they are still with you 
(remember attention span of adult learners – 10-15 
min. This means – if you continue reading for more 
than 10 min without a break – you lose people. Stop 
and let them discuss briefly - to think, relate the 
contents to their own reality, and reflect) 
 
Explain: There are a number of overall changes 
which we can see throughout your work.  
The main ones are – (read slide) 

 

Explain: We have divided the changes into those 
relating to patients, colleagues and supervisors. 
 
Key changes with patients – you say you have now 
more confidence and trust in your own skills: 
You have become better listeners, and improved 
the skill to step back from automatic reactions. 

 

You describe several important changes in the way 
you relate to patients: (read slide) 
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You give many examples of how you use the skills in 
practice – and relate to your patients: 
 

 

Many note that showing respect is a very important 
change in your relations with patients, and that this 
has very good effects: 

 

You also describe how you now apologize to 
patients, and recognize and manage their emotions 
– as well as your own – in a good way: 

 

When you recognize and respond well to patients’ 
emotions, it will have effects on your own 
emotions. This you will experience as positive – and 
it can stimulates you to continue using your new 
skills 
 
Ask: Do you recognize this (or: Is this the case for 
others as well?) 
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A very central skill in managing emotions with 
awareness and competence is to step back from 
automatic reactions to challenging emotions, 
reflect, and get back on track.  
All of you describe how you are now using this skill 
in different situations. Some examples: 

 

Another change is – you now appreciate patients’ 
efforts to come to hospital, and tell them so. 
In other examples you describe that this helps 
establish trust and relationship, and helps the 
patient open up.  

 

Many note that your change in how you 
communicate has led to a reduction of conflicts 
with patients, families and colleagues: 

 

You describe how you now give advice more 
effectively, with awareness of if and how the advice 
is being understood and received by the patients: 
 
Comment on this whole section – e.g: 
These are a series of very important changes you 
have made in how you deal with patients, and how 
you have improved the way you provide patient 
centred care – now with emotional competence.  
We also see how you describe your pride in the care 
you now give, and say it is very beneficial also for 
yourselves, your own peace of mind, and for how 
you enjoy your work. 
You have really worked hard – congratulations! 
 
Ask: Are there other main changes in relation to 
patients, which we have not noted? 
Get brief suggestions. 
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Now, let us look at some of the changes you say you 
have made when communicating with colleagues. 
You use some of the same strategies as with 
patients – e.g. stepping back (from “old” patterns), 
listening, and showing respect: 

 

You describe how you recognize and manage your 
emotions, and give constructive feedback: 

 

Taking the famous “step back” from automatic 
emotional reactions is also a useful strategy with 
colleagues: 
 
 
 
 
Ask: How do you feel about stepping back now – is 
this something which comes more natural? 
Get brief comments/confirmation 

 

You show how you have strengthened your 
awareness of your own automatic (emotional) 
reactions, and are now able to recognize and 
manage them. This is an important step! 
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Also in handling (potential) conflicts, you describe 
how you have changed behavior – using listening, 
apology, and taking responsibility:   

 

Learning to handle conflict is not easy – and 
although you describe a lot of progress, there is (of 
course) still work to do: 

 

Another important group of people you relate to at 
work is supervisors, and most of you described 
several communication problems in dealing with 
those above you. 
 
Now, the main change is – you do not fear them like 
before, you handle them with awareness and skills, 
and this has led to better cooperation: 
 
Ask: Is this the case for others? 

 

Awareness and taking a step back are the main 
strategies you describe – and many of you say 
practicing this skill is now much easier: 
 
 
Many of you describe that you still have work to do 
in relation to the supervisors. 
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When doing the observations and reflections, many 
of you have had important insights about how you 
communicate, what you have learnt, and how the 
new skills often lead to a different outcome: 

 

Listening and showing respect is what so many of 
you describe as making a big difference: 

 

You describe how communicating well makes you 
learn from the patients, and to leave work with a 
happy feeling: 
 
Ask: Do you recognize this (or: Is this the case for 
others as well?) 
NOTE: Ask these questions in between, to maintain 
connection with the participants 

 

A participant working with military staff had this 
insight: 
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Judging the patients automatically for their actions 
(or lack of actions) used to be very frequent among 
you.  
Many of you describe how you have stopped doing 
this, and ask questions to find reasons behind their 
actions – and then get important insights and 
understanding: 

 

Several also describe how you have approached 
your supervisor in a respectful way, and let them 
know your concerns – rather than hiding them 
inside, and get sick: 
 
 
Ask: Do you recognize this? Has anybody else tried 
this strategy? 
 
Get an affirmation/brief comment, but don’t discuss 

 

Awareness and good communication are skills you 
also use with success outside the work: 
 
 
Ask: Do you recognize this (or: Is this the case for 
others as well?) 

 

And – most of you now say you have stopped your 
automatic (emotional) reactions, and take a step 
back to gain control, instead.  
In other words – you practice using emotional 
competence: 
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Most of you have become role models to your 
colleagues, and gained respect at work. You know 
that when people come to you for help, you have 
acted in a way that they feel free to ask for help: 

 

There are, of course, plenty of challenges left to 
deal with – learning good communication skills is a 
life long task!  
 
Let us have a look at the issues you feel are 
especially challenging. 
The first one is – dealing with death and dying, 
which is one of the most challenging situations 
health providers have to face. 
We will work on this in the workshop. 

 

Another main challenge is – handling conflicts. 
Although you have made a lot of progress here, 
there is more to learn. 
We also have a module to deepen our 
understanding of and skills to handle conflict. 

 

Colleagues who have not been to the training will 
often react with sarcasm, or putting you down: 
 
Ask: Is this something many of you have 
experienced? 
 
Encourage them to share strategies for how to 
handle such reactions, during the course 
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Some of you describe being hurt by supervisors’ 
comments and reactions, but a change is – you are 
now aware of what this is about: 

 

And finally – many of you realize that even though 
you manage to practice the now skills most of the 
time, in some circumstances – the “old self” pops 
up and makes you react automatically: 

 

Some describe further changes you want to make in 
how you communicate. 
 
Several are suggesting that more of the managers 
should join the course: 

 

These are topics you suggest we should deal with in 
the follow-up course. We will deal with these – 
except how to communicate with teenagers: 
Our focus is the work situation. 
However, as you have seen already – the skills that 
we learn are also effective at home, and many of 
you have described how communication with your 
family and children also has improved during the 
time you have attended the course. 
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And finally – a comment from two participants who 
have now become trainers: Reflecting on the past, 
and being proud of their accomplishments. 
We trust that many more of you will also feel this 
pride! 
 
Thank you very much for all your thoughtful 
examples and reflections – we have thoroughly 
enjoyed reading them, and have built the course 
around them. 
 
Now – let’s have lunch, and then “dive” into the 
learning again! 
 

 


