What if the patient is crying?

“l can hear how upset you are, and can only apologise
for the upset, distress and worry this delay has caused
you. We will be back in touch as soon as possibe.”

©

Only give an explanation if the patient asks for one,
as it may come across as justification. If you are asked,
the simpler the explanation, the better:

O

What if a referring professional gets angry?
@ Again, acknowledge their emotion and say you share it.
Give a brief explanation if asked for one.
@ “l can hear how angry you are”

(slight pause)

“unfortunately, due to circumstances beyond our
control, we have a technical failure and are unable to
carry out the scan. We’re doing our best to rectify
the situation.”

We’'re angry/frustrated too. It’s really distressing for
the patients, and we sincerely apologise for this
happening...unfortunately, we’ve had an unforeseen
technical issue which we’re doing our best to ensure
doesn’t happen again. We’ll be in touch with the
patient as soon as we can with a new appointment
time - please rest assured we are doing all we can.”
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9 Dealing with angry patients
and family members

N\ Please don’t take anger
personally, even if the patient

is swearing.

o/

You're the bearer of bad news; the patient is angry or
upset about what’s happened, not with you.

A delay in diagnosis or treatment is really hard to handle,
especially from a centre they have great trust in.

Try not to give an explanation unless it’s asked for, as it
can feel like defensiveness and an attempt to justify
what’s happened.

In summary:

acknowledge their feelings, and apologise

#%1& for the delay.

More help...

This guide offers more tips on
how best to communicate in these
difficult situations.
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