
	Refuse a dialogue 
requested by a patient

	Make yourself available 	» I want to make more time to talk,  
may I suggest a later time? «

	» Would you prefer a teleconsultation or a phonecall?

	Use public spaces  
to talk

	Ensure confidentiality 	» Let's find a quiet place to share  
your results «

	Assume the patient 
knows who you are

	Introduce yourself and 
your role

	» I am Doctor X, the radiologist  
who supervised your examination «

	Neglect your body lan-
guage. Avoid eye contact 
when giving bad results                            

	Make eye contact,  
be empathetic

	» I understand it's a moment of stress for 
you, but we are here to help «

Talking with patients: 
the eSSentialS

	Be impatient 	Listen, show care, 
compassion and 
understanding

	» We will take care of you «
	» Do you need more explanations? «
	» Is there anything else you want to tell me? «

	Look at your screen  
or phone

	Give full attention 	» You have my full attention «
	» Let me explain what is going on/what this means «

	Assume the patient is 
aware

	Assess the patient’s 
awareness about their 
medical situation

	» Do you know why this imaging test 
was prescribed? «

	Use medical jargon/
technical terms                           

	Explain simply, use 
drawings if needed

	» Were my explanations clear? «
	» If you had to summarise, what would you say? «

	Rush difficult news 	Take time / Allow silence 
in serious situations

	» What are your feelings after hearing this? «
	» I will make sure your referring doctor has access  
to the report and will contact you. «

	Give explanations 
outside of your area of 
expertise

	Know and explain your  
limits with treatment 
advice

	» Your specialist will explain further therapeutics 
options «

	» We will arrange together a specialised consultation 
for therapeutic advice «

	» We will discuss your treatment plan together with 
other specialists, to get optimal results «

	Neglect the next steps 	Make sure the patient 
is not lost for follow-up/
management

	» I’ll make sure your follow-up is 
arranged «

	Be abrupt in cutting off 
the conversation 

	Offer the patient the 
chance to ask one last 
question before ending 
the conversation

	» Is there one more thing you would like 
me to explain? «

DDOOn’t! n’t! DO! DOn’t! 
Let’S 
    talk.


