
Fast, visible improvement in staff communication and relationships with residents, families 
and coworkers

Long-term Care Leaders: Inspire and achieve truly person-centered 
care and a caring community -- where staff love to work and 
residents and their families rave about the people and their care.
Communicating Empathy: The Heart-Head-Heart Method mobilizes the caring people in health care to 
express their empathy and caring effectively and consistently in everyday interactions. Grounded in 
best practices, this program enables leaders at every level to engage providers and staff in using the 
proven communication model: Heart-Head-Heart.

The results you can expect:

Residents thriving in an atmosphere of dignity, respect, compassion and support whose 
families know it and appreciate it
Staff respecting each other and finding joy in caring, leading to greater loyalty, referrals and 
retention
Fewer complaints and a stellar reputation for lovingkindness that earns you a stronger position 
as community of choice



www.languageofcaring.com

Empathic Communication:  
The Return on Investment  
z A reputation for caring staff and providers
z Increased patient AND staff loyalty and 

referrals 
z Higher patient ratings and reduced complaints
z More positive patient outcomes

Unique Features of this Program:
z High-impact, powerful skill training with 

minimal time investment
z Quick results and fast, visible improvement
z Scalable; for use with your entire workforce or 

specific teams
z For everyone—nurses, physicians, technicians,

support services, leaders, and all staff across the
continuum of care

Order Communicating Empathy: The Heart-Head-Heart™ Method today!

Click here to visit the web page or contact Jill Golde at jgolde@languageofcaring.com or 314 571 9607.

Years later, people in our health centers are still 
talking about and using Heart-Head-Heart. It’s 
had a big impact on improving our services and 
reducing complaints.

Linda Cutler
Regional Manager, Philadelphia Department of 
Health

I believe the stress in today’s healthcare 
environment threatens the delivery of 
compassionate care. Most providers and team 
members believe that caring and compassion are 
woven into their everyday interactions; our 
patients and families don’t always experience 
that. The Heart-Head-Heart method makes 
compassionate communication a more consistent 
reality in healthcare.
Barbara Buscaglia
Chief Nursing Officer, Rochester Regional Health

This was one of the best investments I ever made 
for our staff, our kids and families. Everybody 
wins by having better relationships and better 
results.

Susan C. Buchwald
Executive Director, Community Treatment 
Solutions

What people say about  
the Heart-Head-Heart Method:

When assessing the patient experience, above all else, consumers value personal connection, 
empathic communication and respectful treatment.
The Beryl Institute, Consumer Perspectives on Patient Experience, 2018

Included in the program: Video, workshop guide, participant
handbook, sustainability resources, and much more

Order Communicating Empathy: The Heart-Head-Heart™ Method today!
Visit our website or contact Jill Golde at jgolde@languageofcaring.org or 314.571.9607

Empathic Communication: 
The Return on Investment
 A reputation for caring staff
 Increased resident AND staff loyalty and 

referrals
 Higher resident health ratings and reduced 

complaints
 More positive resident outcomes

Unique Features of this Program:
High-impact, powerful skill training with 
minimal time investment

 Quick results and fast, visible improvement
Scalable; for use with your entire workforce 
or specific teams
For all staff—nurses, nursing assistants,  
physicians, and support services

What people say about
ad-Heartthe Heart-He Method:

Years later, people in our health centers are still 
talking about and using Heart-Head-Heart. It’s 
had a big impact on improving our services and 
reducing complaints.

Linda Cutler
Regional Manager, Philadelphia Department of Health

I believe the stress in today’s healthcare environ-
ment threatens the delivery of compassionate 
care. Most team members think they weave 
caring into their interactions every day, but our 
patients and their families often don't feel it. 
Heart-Head-Heart moves compassionate 
communication from a wish to the reality. 
Barbara Buscaglia
Chief Nursing Officer, Rochester Regional Health

This was one of the best investments I ever made 
for our staff, our kids and families. We see better 
relationships and better results. 

Susan C. Buchwald
Executive Director, Community Treatment Solutions
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The ability to communicate compassionately is especially important in long-term care 
because residents and families rely on staff for connection, respect and support.

languageofcaring.org




