






Manage 
uncertainty

by building a 
vocabulary 
around the 

EMOTION of 
hearing loss

Allow the patient to 
self-identify the 
emotion

Replace uncertainty 
with something they 
already know

Try it before you like it



reduced the barrier of 
uncertainty
Manage the uncertainty of change



Questions
Ask questions that 
puts the patient in the 
drivers seat for a test 
drive

How can you give the patient an 
opportunity to try something new 
to reduce the barrier of 
uncertainty?

Position the value for the patient 
so it is all about them.
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Emotions, more than logic and 
rationale, drive decisions and 
motivate actions

What have 
we learned
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Observations have shown us 
that patients are looking for 
connection and desire a feeling 
of certainty.

What have 
we learned
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There is evidence engaging patients 
early in their healthcare journey to 
identify values and preferences, can 
increase compliance with the plan 
of care and treatment



Patient engagement doesn’t begin and end with a 
single encounter. We should be thinking about the 
ways in which we can drive engagement throughout 
the entire patient journey.

What have 
we learned
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One

Take a walk in the 
patient’s shoes

Two

A big part of your job 
will be to manage 

uncertainty

Three

Emotions, more than 
logic and rationale, 
drive decisions and 

motivate actions

E not L:  Emotion trumps 
logic in the patient journey
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