
Guidelines for Humanizing X: Simulation Lab 
 

Use TLC- Time Listen Connect 
Time- Be present. Greet and welcome, make eye contact and display appropriate body language. 
 

Listen-Actively listen. Focus on the facts and feelings. 

Connect- Empathize.  Ask what matters most. 

 

Hackensack Meridian Health Service Standards: 

 

 

 

 

 

 

 

 

 

 

Scenarios: Hospital 

 Emergency department- Nurse needs to address parent of a child who came in with a bad allergic reaction or 

Patient goes to ED with numbness in hands and feet and doctor does not feel it is emergent. 

 Med/Surg. inpatient- Patients are sharing a room; one patient has many loud visitors.  Nurse needs to diffuse 

the situation. 

 Environmental- Patient’s family member falls on puddle in the hallway. 

 Food & Nutrition- Hungry patient has been waiting for food and was not aware doctor ordered liquids only. 

 Access Services- Patient is aggravated with the wait time to be registered to be seen. 

 Outpatient lab work- Phlebotomist has to draw blood from a nervous child.  

 Outpatient radiology- Patient’s radiology reports are missing causing a delay in their diagnosis. 

 

 



Scenarios: Home Care 

 Access service/scheduling: Patient called aggravated that physical therapy has not started yet. Nursing was 

out to open the case last night. 

 Access Services/Schedule- Patient called upset that that the home health aide has not been assigned yet due 

to no insurance authorization. 

 Access Services/Schedule- Patient called upset that the clinician gave a 2-hour window and wants more of 

an exact time for arrival.  

 Claims Processing- Biller in office cannot complete final bill after waiting over a week for clinician to 

complete documentation requirement. 

 Discharge Planning/Communication: Patient had a “back office” discharge done without patient being fully 

aware that we were leaving case. 

 Discharge Planning/Communication Patient upset that therapy is discharging when he/she has another 

prescription from the doctor. 

 Discharge Planning/Communication: Patient’s expectation prior to evaluation was that therapy would be 

with them for 2 hours/day and for up to 6 wks.  

 Environmental: Patient calls office wanting all clinicians to take shoes off when entering home. 

 Food and Nutrition: Patient is angry that Speech Therapist is not educating him/her to eat solid foods 

(patient is on honey thick diet due to aspiration but no one explained this). Family brought a cake over when 

they came to visit same day. 

 

 


