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Phased Learning: Ten Modules
Developed by Wendy Leebov, Ed.D., best-selling 
author and patient experience expert
1.	 Introducing The Language of Caring
2.	 Heart-Head-Heart Communication
3.	 The Practice of Presence
4.	 Acknowledging Feelings
5.	 Showing Caring Nonverbally
6.	 Explaining Positive Intent
7.	 The Blameless Apology
8.	 The Gift of Appreciation
9.	 Say It Again with HEART
10.	The Language of Caring: From Good to GREAT

Features
zz Managers lead! 
zz One skill at a time
zz Short team sessions – under 30 minutes
zz Compelling videos shot on location at Banner Health 
zz Built-in feedback and habit-building 
zz CEU-ready
zz Web access to all resources on the Language of 

Caring Client Portal

Help everyone in your organization speak the 
Language of Caring, so patients, families and 
coworkers feel their caring and become more 
trusting, less anxious, and engaged. 

The Results: An energized, gratified workforce, 
a stellar patient experience, improved safety, 
higher CAHPS scores, and better outcomes

Typical Implementation Process

Groundwork and Customization

Leadership Kickoff

Facilitator Training

Employee Jumpstart Workshops

Learning Modules and Habit-Building in Work Teams

Language of Caring for Staff®

the skill-building solution that drives the patient and family experience to a breakthrough level 

Achieving an unparalleled patient experience and a 
culture of caring through exceptional communication!
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Spoken from the Heart
“We’re seeing that our associates are engaging 
patients. They’re thinking about what they’re 
doing and saying. They’re practicing the skills 
over and over. Our scores? We’ve seen steady 

incremental improvement month after month since we 
started the Language of Caring.”
Rob Gould , CEO  
Banner Desert Medical Center; Mesa, AZ

“Language of Caring is a game-changer. The 
Language of Caring has helped PeaceHealth 
ensure that our organizational vision — ‘Every 
person receives safe, compassionate care; 

every time, every touch’ — is an intention and a reality.”
Mary Lockhart, PhD,  
System Program Manager for Patient Experience  
PeaceHealth

Connect with us!
Jill Golde, Partner
314-571-9607 
jgolde@languageofcaring.com

Dorothy Sisneros, Partner
602-615-1192 
dsisneros@languageofcaring.com

Watch the introductory video and learn more by visiting: 
http://languageofcaring.com/programs/language-of-caring-for-staff/

The Language of Caring for Staff®

zz Creates alignment by developing a common language 
and skill set for caring communication

zz Mobilizes employees as engaged contributors who 
together create a community of caring

zz Makes other initiatives, like rounding, pain management 
and reducing readmissions, more effective

zz Encourages empathic communication, engagement 
and partnership—the keys to patient and family-
centered care

zz Leads to improved safety, better outcomes and higher 
CAHPS scores

Among Language of Caring Clients

Hospitals and Health Systems
zz Banner Health – multiple states
zz Fox Chase Cancer Center, PA
zz Humility of Mary Health Partners, OH
zz Johns Hopkins Medicine; MD
zz MD Anderson Cancer Center, TX
zz Memorial Hermann Health System, TX
zz Providence Health and Services – multiple states
zz St. Joseph Regional Medical Center, ID
zz St. Mary’s Hospital and Regional Medical Center, CO
zz WellSpan Health, PA

Medical Groups 
zz Harvard University Health Services
zz Children’s Hospital of Philadelphia Care Network
zz New England Quality Care Alliance
zz Mount Auburn Cambridge Independent Providers 

Association
zz PeaceHealth St. John Medical Center Physicians 
zz Safety Net Institute - 15 Clinics, CA

www.languageofcaring.com


Powerful Physician Engagement and 
Skill-Building Program
Created by Wendy Leebov, EdD & Carla Rotering, MD; 
grounded in evidence-based best practices

Eight Modules
1. The Communication Solution
2. Mindful Practice
3. Collaboration and Teamwork
4. Effective Openings and Closings
5. Engaging Patients and Families as Partners
6. Communicating with Empathy
7. Effective Explanations
8. Hard Conversations
Features
z Effective within extreme time constraints; CME-ready 
z Blended learning with short team sessions, videos, 
     skill reference cards, and web-based tools
z Compelling videos filmed at MD Anderson with vivid 

examples for inpatient, outpatient and medical office 
settings

z Certified coaches to guide implementation and 
provide ongoing support

z Mobile; easy access via secure client portal

Language of Caring for PhysiCians®

Strengthen the #1 source of physician satisfaction—the patient-physician relationship.
Engage and revitalize physician energy and commitment.

Realities for Physicians
1. Less autonomy, endless paperwork, the strain of defensive

medicine, crushing job stress and time pressure
2. Anxiety about CAHPS scores and penalties for static

scores
3. Consumer scrutiny and the social media grapevine
4. The loss of relationships
5. The challenges of team-delivered care

Strengthen physician communication
and everyone benefits

A Stronger  
Patient-Physician Relationship

 Effective Patient & Family Engagement

Better Scores and Higher Earnings

Reduced Stress

Care Team Harmony & Collaboration

Patient Retention and Loyalty

More Fulfilling Work

languageofcaring.com

Achieving an unparalleled patient experience and a 
culture of caring through exceptional communication!

www.languageofcaring.com
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Spoken from the Heart

“Language of Caring for Physicians is helping 
my colleagues share that empathy and 
compassion that they felt when they took 
the oath in medical school. And delivering a 

great experience to patients by its nature delivers a great 
experience to us.”
Jeremy Blanchard, MD 
Intensivist and Chief Medical Officer 
St. James Healthcare

“The Language of Caring is like having my own 
personal guide teaching me the ‘art’ of medicine. 
My patients and even their family members are 
thanking me for the care and attention I have 

provided them even though the amount of time I spend with 
them hasn’t changed. This should be made a mandatory 
course in every medical school curriculum.”
Dr. Thomas Corson 
Emergency Physician 
Banner McKee Medical Center

Connect with us!
Jill Golde, Partner
314-571-9607 | jgolde@languageofcaring.com

Dorothy Sisneros, Partner
602-615-1192 | dsisneros@languageofcaring.com

Language of Caring for Physicians®

z Engages physicians and all providers as partners in 
providing the remarkable patient and family experience

z Creates a common language of caring communication
z Strengthens adherence to care plan and patient 

outcomes
z Heightens team communication, respect, and 

collaboration
z Reinforces skills transferable to all settings
z Improves physician quality-of-life

Watch what clients are saying about Language of Caring for Physicians®. 
http://languageofcaring.com/programs/language-of-caring-for-physicians/results/

Comprehensive Resources

Among Language of Caring Clients
zz Adelante Healthcare (AZ)
zz Banner Health (Multi-State)
zz Lone Star Circle of Care (TX)
zz Northwestern Medicine (IL)
zz PeaceHealth (Multi-State)
zz Sisters of Providence (MA)
zz Southeastern Regional Medical Center (NC)
zz St. James Healthcare (MT)
zz St. Mary’s Medical Center (CO)
zz Truman Medical Centers (MO)
zz Wentworth Health Partners (NH)

www.languageofcaring.com
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Who is Language of Caring? 
Language of Caring is a healthcare consulting firm owned by partners Wendy 
Leebov, Jill Golde and Dorothy Sisneros. This powerhouse trio shares a passion 
for reshaping healthcare organizations to become communities of caring that 
ensure an exceptional patient, family and team experience. We’ve served 
as healthcare leaders, organization development professionals, instructional 
designers, strategists, and coaches. And, we’ve enlisted and certified a talented, 
committed team of physician and nurse leaders, trainers and team-builders  
who serve our clients as coaches, strategy partners and facilitators.

What We Do
We effectively engage physicians, nurses, and everyone on the healthcare team 
in mastering and using Language of Caring’s concrete communication skill 
set to achieve:

zz Patient engagement and patient and family-centered care
zz Exemplary CAHPS scores and a reputation as provider of choice
zz Optimal reimbursement under Value-Based Purchasing
zz Greater alignment, inspiration, collaboration and engagement among the 

entire healthcare team
zz And improved patient outcomes

We develop healthcare teams who speak the Language of Caring and 
deal effectively not only with patients’ medical needs, but also with their 
anxieties, fears, and concerns. We help organizations breathe new life into 
existing strategies and move performance to a breakthrough level.

Company Overview: 
Language of Caring, LLC

Achieving an unparalleled patient experience and a 
culture of caring through exceptional communication!

“It has been an absolute 
pleasure to work with the 
Language of Caring team 
in two different healthcare 

systems to create a differentiating 
culture of compassion. The training 
content is fabulous … simple to 
understand and extremely effective 
with patients and coworkers…. The 
Language of Caring team exemplifies 
service excellence by partnering with 
us to address our unique needs…. 
They have provided inspirational 
training and assistance as we work 
to create unsurpassed customer/
employee-centered service.”
Tracy Tannenbaum 
VP, Service Excellence

We engage hearts and minds, and the results are palpable.

www.languageofcaring.com
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Achieving an unparalleled patient experience and a 
culture of caring through exceptional communication!

...and GET YOUR FREE COPY  
of Icebreakers, Energizers and  
Mind-Benders: 51 QUICK Employee 
Engagement Activities to Transform 
Your Meetings and Huddles

http://languageofcaring.com/heartbeat-e-newsletter/

ON THE QUALITY PATIENT EXPERIENCE™

SIGN UP HERE FOR OUR  
FREE MONTHLY E-NEWSLETTER

(insights, tips & tools)

http://languageofcaring.com/heartbeat-e-newsletter/
www.languageofcaring.com



