
So how do we reach these guardians and influence their 
behavior?

How do we help them understand? 

How do we relieve some anxiety so they can process and 
respond appropriately?

But MOST have guardians who want 
to do the right things but are just 
not sure what that is. And they are 
too afraid to admit they don’t under-
stand or can’t read, or are so over-
whelmed with the whole process 
that they don’t know where to turn. 
Still others become so distraught 
over their child’s condition that they 
are unable to process and unwit-
tingly become non-compliant.

Communicating effectively and 
clearly with patients is truly a need 
to have and not a nice to have. But 
when it comes to our kids it is even 
more critical. Why? Because our 
kids are hostage!  Sick, hurt, or 
otherwise compromised children 
MUSTMUST depend upon their parents 
and/or guardians to get them to 
their medical appointments. AND 
they are also hostage to their 
guardians’ abilities to understand 
and follow preparation instructions! 
This can be particularly important 
forfor specific tests and procedures 
that require fasting clear liquid 
diets, contrasts, etc.

Often times healthcare facilities 
and personnel become so wrapped 
up in the process that it is easy to 
overlook the capabilities of the chil-
dren’s’ guardians in the plan and 
strategy for testing and giving 
care. Some of these children have 
non-Englishnon-English speaking parents and 
guardians. Some of these children 
have illiterate or health literacy 
challenged parents and guardians, 
and some of these children have 
guardians who just don’t care. 

Applying the four Es— engagement, 
empathy, enlistment, and education— to 
pediatric patients and their families 
requires a much different approach than 
with adults.1

B arbara's exper se is HOW  
TO C OM M UN IC A TE  
E F F E C TIVE LY w ith  a fo cus o n 
Healthcare. A  lo t o f the info r -
m a o n presented to  pa ents 
is no t rem em bered, under -
sto o d o r  co m plied to .  

B arbara's life’s passio n is to  
help pa ents navigate and 
co m prehend the healthcare 
w o r ld so  they are no t so  
frightened and upset by the 
m ere pr o cess. 

B arbaB arbara w o r ked w ith S m art 
S o urce to  create a series o f 
pr o ducts and ser vices w h o se 
prim ary func o n is to  
educate and co m m unicate to  
the pa ents. Visit o ur  
w ebsite at w w w .hand-h o ld-
eer.co m  and see h o w  w e m eet 
this challenge. Then send us 
yo ur  co m m ents and ideas so  
yo u to o  can help take care o f 
everyo ne and feel go o d 
abo ut yo ur  life every day!
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The secret sau ce is  HOW  you  com m u nicate, w hat you  say, how  it is  presented, how  it is  
delivered, w hen it is  delivered, how  com prehensible it is, and  how  often it is  accessed  and  
repeated. In other w ords-  the easier you  m ak e it for patients, parents  and  g u ardians  to 
u nderstand  and  access  critical inform ation-  the m ore lik ely the k ids  are to g et the proper 
care they need. 

W hile edu cating  patients, parents  and  g u ardians  is  not a new  concept, the W AY w e 
accom plish this  m ay be.

Six ideas  to help Six ideas  to help you  inclu de:

 1 . Do not rely solely on phone rem inders, w ith lim ited  inform ation, to be the one and  
only com m u nication tool em ployed.

 2. W hatever you r presentm ent m ode u se clear plain lang u ag e and  lots  of g raphics.

 3. M ak e the sam e inform ation accessible 24/7 w ith easy to u se instru ctions  so patients  
k now  w here to find  the inform ation and  how  to g et to it easily (perhaps  intu itively). 
M obile optim ized  com m u nications  is  k ey here.

 4. 4. Rem em ber the factors  that influ ence a person’s  ability to u nderstand. Here are ju st a 
few : 
   -  A bility to hear, read, process, rem em ber, see.
   -  Em otional state
   -  L ang u ag e capability, etc. 

 5. 5. Eng ag e the g u ardians  and  parents! How ?  Use lots  of color and  g raphics. Research has  
shown that the ability to u nderstand  is  influ enced  by as  m u ch as  73%  by the u se of color-  
reg ardless  of presentm ent tool.

 6. Reach parents/g u ardians  the w ay they w ant to be reached. W hen you  don’t k now  cat-
eg orically w hat that is, you  m u st reach ou t in A L L  the w ays  available so parents  and  
g u ardians  can choose.

There are a g reat m any thing s  w e can do to m ak e ou r children less  hostag e-lik e w hen it 
com es  to their healthcare. These are ju st ou r top six.
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