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Research by Dr. R. Birdwhistle dissected live 
communication into three prime factors: 

55% body language/physiology,
38% quality of the voice and 
7% actual words spoken. 
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Building Trust
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Benefits of Listening in Patient Care
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Engaging: Empathic Reflection 
Warm Up Exercise

• You’re feeling….

• You’re saying….

• You’re feeling .…because ….
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Motivational Interviewing is a
Tool of Patient Activation
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Motivational Interviewing

• A Pathway to Behavior Change
• More effective than giving advice
• Patient-Centered Approach
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Righting Reflex

The “Righting Reflex” is a reflex that people 
have to correct someone/something. To 
offer advice/info/tips, etc. to correct 
whatever is “wrong” or “help by offering 
advice you would preferably do”. 
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The Righting Reflex

• R   Resist the Righting Reflex
• U   Understand Client’s Motivation
• L   Listen to Your Client
• E   Empower Your Client

11



HMA 12



HMA

Closed Open

Have you tried walking for activity? What are some things you can think of to get more activity 
into your routine?

Can you tell me what this medicine is for? Please tell me what this medicine is for.

Can you think of anything to help you remember? What might be some helpful reminders to take your 
medications?

Do you ever miss taking any of your pills? About how many pills did you miss in the last week?

Can you tell me what the doctor told you about what it 
means to have diabetes?

Please tell me what you know about diabetes. 

https://www.accp.com/docs/bookstore/psap/p7b08.sample01.pdf Motivational 
Interviewing by J. Kavookjian 13
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The Decisional Balance

Advantages Disadvantages

Smoke

Don’t Smoke
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Decision Balance: 4 Questions

• What are the advantages to skipping your appointment?
• What are the problems with skipping your appointment?
• What are the benefits of seeing your doctor?
• What are the problems with seeing your doctor?
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Example of Patient Decisional Balance for 
Medication Adherence
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Pros Cons

Control my own health Dislike the expense

Prevent complications Inconvenient or complicated regimen

Have more energy Side effects are unpleasant

Avoid hospitalizations Food interaction with my favorites

Have peace of mind I feel embarrassed for people to know I 
have illness

Make my family happy Represents how ill I am, do not want 
reminder

https://www.accp.com/docs/bookstore/psap/p7b08.sample01.pdf Motivational Interviewing by J. Kavookjian

https://www.accp.com/docs/bookstore/psap/p7b08.sample01.pdf
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Readiness Ruler

www.motivatehealthyhabits.com

http://www.motivatehealthyhabits.com/
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Non-Direct Interventions

• Use simple reflection: “So, smoking smooths your nerves?” “…helps you think 
clearer if you quit?”

• Probe priorities: “Which is the most important reason to smoke? And what 
about the most important reason to think about quitting?”

• Use double-sided reflection: “On the one hand, smoking helps you relax, but, 
on the other hand, you are concerned about the effects of smoking on your son’s 
health.”

• Explore the future: “What do you think is going to happen to your health in the 
future if you continue smoking over the next 5-10 years?”

• Acknowledge ambivalence: “So it makes you have some mixed feelings about 
smoking?”

• Emphasize personal responsibility and choice: “It’s really up to you to 
decide whether to think about your smoking and quitting.”
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Direct Interventions 
• Use benefit substitution: “I’m just wondering if there are some other ways 

that you could smooth your nerves?”
• Bring the future to the present: “Imagine that you developed a health 

problem caused by smoking sometime in the future. Suppose that happened now; 
what would you do?”

• Clarify values: “What is more important to you – smoking to relax or your son’s 
health?”

• Identify discrepancies: “But you are saying one thing and doing another.”
• Use differences in motivational reasons: “I am just wondering if you could 

take the energy that you use to protect your son’s health and protect your own 
health as well?”

• Reframe events or issues: “You say that smoking helps you relax but it’s really 
just a sign of nicotine addiction.”
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Moving: Helping 

Skeptical

Frustrated

Unaware or
Cynical

Co
nv

ic
tio

n

Confidence

Ambivalent

Helpless Powerful

Convinced

10

0 10

High

HighLow

Conviction and Confidence reflect Commitment to Change
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• Assess Conviction:
‘How important is this to you?’

• Assess Confidence:
‘How hard or easy do you think it will be?’
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EquiPoise
• Equanimity + Poise in the face of discord
• How do you do it?
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Self Care
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Bodenheimer, 2014
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Challenges to Practitioner Vitality
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Tait Shanafelt, MD JAMA 3/7/17

• Excessive workload
• Clerical burden (EHRs)
• Practice inefficiency
• Loss of control over work
• Problematic work-life integration
• Less time with patients
• Sub-optimal practitioner supervision
• Change fatigue
• Challenges addressing social determinants
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Stanford Well MD
Practitioners who take care of themselves:

• Are better role models for their patients and children
• Have higher patient satisfaction and safety scores
• Experience less stress and burnout
• Live longer
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Vitality Model
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•Self-Care
•Finding Joy
•Enhancing Support
•Humility
•Gratitude

•Empathic Communication
•Teamwork
•Conflict Management
•Administrative Initiatives

•Written and Shared 
Reflection
•Humanities
•Cynicism Reduction
•Healing and Hopefulness

•Showing Up
•Listening and Watching
•Managing Transitions
•Self-Compassion
•Breath

Mindful 
Practice

Meaningful 
Practice

Sustaining 
Practice

Collaborative 
Practice
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Mindfulness
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Resources

AAMC: Wellbeing in Academic Medicine Initiatives
ACGME Physician Wellness 
AMA: Physician Wellness: Preventing Resident and Fellow 
Burnout
RISHI: Remen Institute for the Study of Health and Illness
Stanford: Well MD
National Academy of Medicine Action Collaborative on 
Well-Being and Resilience
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Shoulders by Naomi Shihab Nye 
A man crosses the street in the rain,
Stepping gently, looking two times north and south,
Because his son is asleep on his shoulder.
No car must splash him.
No car drive to near to his shadow.
This man carries the world’s most sensitive cargo but he’s not marked.
Nowhere does his jacket say FRAGILE, HANDLE WITH CARE.
His ear fills up with breathing. 
He hears the hum of a boy’s dream deep inside him.
We’re not going to be able to live in this world if were not willing to do what 
he’s doing with one another.

The road will only be wide. The rain will never stop falling.
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Healing and Hopefulness
• Exploring clinical successes and heroics in colleagues
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Questions/Discussion
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Commitment to Act
Based on our work together today, list two things you intend 
to do differently, enhanced or anew.
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PROGRAM REMINDERS AND ANNOUNCEMENTS

• Work with your site coach to develop and/or evaluate your practices for 
patient and team engagement and ask questions about today’s webinar.

• Provide input for this and future sessions using the feedback survey – look 
for an email from Tim Beger right after we sign off.

• Reminder:  If you complete the survey, you are also eligible for CME credit.
• Check the My Health GPS Virtual Community (myhealthgps.org) for the 

webinar recording and materials.
• Save the dates for the next My Health GPS Learning Collaborative Series 

Webinars.
• December 12:  Care Management with Jodi Pekkala and Dr. Jean Glossa
• More invites to come as we finalize dates for 2019 – generally the 2nd Wednesday each 

month.

Thank you!
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