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Desired Outcomes

• Understanding of a few difficult conversation best 
practices

• Appreciation for pro tips from each other

• Ability to share at least one tip with a trusted 
teammate who you want to mentor in navigating 
difficult conversations

HEP Hygiene

• Simple (i.e., patients are more likely 
to remember and adhere to them),

• Meaningful for the patient (i.e., they 
know why you picked those 
specific exercises),

• Flexible (i.e., they change as the 
patient’s condition changes)

• Easily completed within the 
patient’s day (i.e., think 15 minutes 
or less)
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Four Simple, Meaningful 
Tools 

Four Simple, Meaningful Tools 

• Reflective Listening

• Pinch “Conversation”

• Crunch “Conversation”

• Coaching Questions

Reflective Listening
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Reflective Listening

Reflective Listening

• It sounds like…
•So you…
•You’re feeling…
•You’re wondering if…
•Because you…

What do you do when…

…you’re in a situation with 
someone and they do/say 
something that rubs you the 
wrong way. It’s not a huge 
thing. But it bothers you, and if 
it continues, it will escalate. 
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Pinch “Conversation”

When a Pinch might be called for…

 The relationship is important / one you need to 
maintain

 You feel nagged or bugged by something but it’s not a 
HUGE issue

 It’s not a chronic issue that you have already addressed 
many times

 You know that if you don’t say something now it could 
turn into something bigger down the road
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Crunch “Conversation”

Crunch Conversation

• The issue is…(how ___ is impacting ___)

• A specific example is… (when ___ happened and the impact was ___)

• I feel…(concerned/worried/frustrated

• This is important because…(if we can solve this, we stand to gain:

___, if we can’t, we will lose: ___)

• I’m partly responsible for this because…(what your part has been, even 
if it’s that you saw this happening and didn’t know how to bring it up)

• My ideal outcome is… (your larger goal, what you want to achieve)

• INVITE: What’s your perspective on this?

Coaching Questions
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Coaching Questions/Statements

• Help me understand…

• Tell me more from your perspective

• What’s all of this got you thinking?

• What’s your next step?
• What is the first small step? What’s an even smaller step you can 

take?

• What’s a big, hairy idea you have that could help?

• How can I help right now?

Questions/Reflections

What has worked 
for you??
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