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1. What is the definition of Empathy?

2. What is the definition of Sympathy?

3. What is the danger in giving sympathy to a patient that is upset about the work we have performed?

4. What is the danger in giving sympathy to a staff member that is complaining about work?

5. How does empathy make patients feel better?

6. Which helps resolve a problem, empathy or sympathy? Why? 

7. How do you talk to an upset patient using empathy?
a. Acknowledge the patients complaints by saying, “I got it”, “I understand”
b. Ask further questions like, “What else is bothering you?” “When did this begin?” ect… and acknowledge those points.
c. Let the patient know you are writing all of their concerns down.
d. Tell the patient you are going to deliver all the concerns to the doctor
e. All the above

8. True or False – Sympathy validates complaints and feelings of being a victim. 
9. True or False – Sympathy can destroy a practice. 

