
• Improve patient outcomes
• Increase CAHPS scores
• Elevate staff engagement, pride, and fulfillment

IMPACT

“I see and hear stories 
about Language of 
Caring every day. 

Employees come to me 
and say ‘I used Language 
of Caring with a difficult 
family today and it really 

worked.’ That’s very 
rewarding.”

Amy Lambert 
Senior VP, CHOP Care Network

Language of Caring for Staff®

Strengthen Healthcare Staff 
Empathy and Compassion

BUILD SKILLS THAT SUPPORT PATIENT-CENTERED CARE, EMPLOYEE 
ENGAGEMENT, AND PATIENT OUTCOMES

Empathic, caring communication is essential for rapport, trust, engagement, and positive 
health outcomes.  Yet, in the face of multiple demands and busy, stressful jobs, employees 
tend to communicate in a primarily task-oriented way.  As a result, patients and families often 
don’t feel the employee’s caring. 

The Language of Caring for Staff is a powerful, evidence-based skill-building program that 
helps employees make their caring readily apparent. How?

• It engages all employees in creating a culture of caring that advances your healthcare 
mission… without adding time to their busy days and nights.

• The program creates alignment by developing a common language for caring communication; 
it clearly defines and standardizes best-practice communication skills without scripting.

• The program makes other initiatives more effective. It builds the communication skills 
key to quality implementation of best-practice tactics, such as RELATESM, Words That 
WorkSM, hourly rounding, and more.



Wendy Leebov, EdD

An activist for creating healing experiences for patients, families and the entire 
healthcare team for more than 30 years, Wendy Leebov works with hospitals, 
health systems and medical practices to achieve breakthroughs in the patient 
experience. Wendy is Managing Partner of Language of Caring, LLC. Formerly, 
she served as Vice President and change coach for the Albert Einstein Health-
care Network in Philadelphia. A communication fanatic, Wendy has written 14 
books on service excellence and the patient experience. She also developed the 
highly acclaimed Language of Caring for Staff-- a proven video-based strategy 
that strengthens employee communication skills and dramatically improves the 
patient/family experience. Wendy also co-developed The Language of Caring 
for Physicians –a ground-breaking program that combines physician engage-
ment, peer coaching, and video-based skill-building to achieve significant im-
provements in physician satisfaction and patient ratings of physicians. Wendy 
earned her Doctoral and Master’s degrees from Harvard University, and a BA in 
sociology/anthropology from Oberlin College. 

Jill Golde 

Jill Golde is Partner in Language of Caring. For over 15 years, Jill has been helping 
healthcare organizations embrace and strengthen patient- and family-centered 
communication.  Jill brings over 20 years of experience in organizational change 
and the patient experience. With her appreciative focus, Jill is an inspiring, effec-
tive coach and team-builder--helping internal people plan and implement with 
focus, efficiency and enthusiasm. Jill holds an M.S. in Organization Development 
from American University and a B.A. in Education from Washington University.  

Dorothy Sisneros 

Dorothy Sisneros is Partner with Language of Caring.  Enriched by more than 
30 years of experience as leader, executive coach, organization development 
consultant, and speaker, Dorothy currently leads the Language of Caring’s Cli-
ent Services and Implementation Team– training and supporting the coaches 
who support clients of both the Language of Caring for Staff and Language of 
Caring for Physicians programs.  Dorothy received an M.S. from the University 
of Wisconsin-LaCrosse, an M.B.A. from the University of Phoenix, and a B.S. in 
Education from the University of Arizona.

SUBJECT MATTER EXPERTS

FEATURES: 

• Concrete, practical, immediately applicable
• One skill at a time in under 30 minutes
• Compelling videos with skill demos and pointers
• Feedback and habit-building
• Built-in sustainability
• Web access to all resources

INITIATIVES AND GOALS SUPPORTED:

• CAHPS improvement
• Patient and family-centered care
• Culture of caring
• Patient safety and risk reduction
• Employee engagement and gratification

RECOMMENDED FOR:

• All healthcare employees, including clinical and non-
clinical

COURSEWARE CONTENT:

Concrete Skills That Communicate Caring Phased Learning: 
• Introducing Language of Caring
• Heart-Head-Heart ®
• The Practice of Presence
• Acknowledging Feelings
• Showing Caring Nonverbally
• Explaining Positive Intent
• The Blameless Apology
• The Gift of Appreciation
• Say It Again with HEART
• Language of Caring: From Good to GREAT
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