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	Acknowledge

	Acknowledge the problem and its impact on the patient.
	Mr Smith as you know there’s been a problem with your medication. I can see you’re upset. It must be/have been very difficult for you.

	Sorry
	Express regret for their experience and/ or for your own actions.
	I’m sorry you’ve had this (event) happen to you.

	Story
	Ask the patient to say what happened from their perspective including how they feel/felt about it.
	Can you tell me in your own words what happened?  Please feel free to tell me how this left you feeling at various points.

	Inquire
	Find out what the patient wants to know.
	What questions would you like to ask me?
Request permission to provide further information:  ‘Is it okay if I tell you about a few things that I think would be important for you to know?’
Commit to providing answers to questions not immediately answerable: ‘I promise I will answer that as soon as I have a full understanding of what took place’.

	Summarise
	Summarise what happened and how it made the patient feel.
	So let me see, if I’ve understood you correctly, what you’re saying is that…

	Solution
	Seek patient’s ideas of the way forward.
Request permission to propose your own thoughts.
Negotiate an agreed plan.
	Have you thought how we can best help you now?
Can I make some suggestions for you to consider?
I am right in saying that the best way to proceed is to….

	Travel
	Avoid abandonment
Specifically express your desire to continue care even if someone else will be providing most/all on-going care.
	If it is okay by you, I would like to continue looking after you and keep in contact so that I can personally make sure everything possible is done to help you.  
If it is okay by you, I would like to keep in contact with you even though my colleague will be providing your care.


