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COMMUNICATION



“Every visit is taking longer”

“Even families I’ve known for years are asking questions about 
things they comfortably accepted previously”

“Parents of newborns are terrified, not sure of what to do”

“I’m just tired of it everyday”

“Almost any topic feels like it could become a point of contention,  
a source of unease or even an argument”

HCP interview responses to 
the TMP from across the U.S.



“Our work has become much more difficult.”

“It feels like our credibility is under daily attack. 
We’re working to promote health & to reduce illness and yet 

Public Health is the problem?!”

“It’s exhausting.”

“Almost any Public Health topic feels like there is potential for 
controversy and anger.”

Public Health discussions
across the U.S.



We’re not failing at the science

We’re failing at the communication 
of the science
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with Lisa Ling

with  Poppy Harlow

virulentmovie.com
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Trust in U.S. Institutions is at an All-Time Low



Academia Medicine Public Health Government







Trust is Local.



HEALTH TRUST IS LOCAL & APOLITICAL 

2025 Edelman Trust Barometer Special Report: Trust and Health 

Family health care providers still carry the most trust and influence 
for personal health issues and decisions.

Trust to tell the truth about health issues and how to protect public health Have influenced my health decisions

TRUST is LOCAL



TRUST in 

MY HCP

NOT Guaranteed
NOT Indefinite











Good communication is essential
to good health care

But Docs, NPs, PAs, Nurses, 
Pharmacists… have not been 

taught this info!



EMPOWERING HCPs TO GET THEIR PATIENTS TO “YES”

*2025 Edelman Trust Barometer Special Report: Trust and Health 

Healthcare Providers are Trusted Messengers. But they’re not trained communicators.

Communication is the key to driving health decisions & achieving value-based goals.



↑ Patient Acceptance of 
HCP Recommendations

is Built on Trust 
& Optimized Communications 



Effective Communication is a Critical 
(and Often Missing) Tool of a Healthcare Visit

Communication: 
- is bioactive
- can change behavior

“What we say 
to our patients 
matters, but 
how we say it 
matters more.”



Behavior Change
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COMMUNICATION

Behavior ChangeROI



Communications

✓ HCPs & Staff
✓ Patients
✓ Families
✓ Community

Clinical & 
Operational

Success



Vaccine Acceptance is Dynamic
and Exists Along a Continuum

Accept all
vaccines

Refuse 
all

vaccines

Vaccine questions & 
concerns

~5% ~25%~70%



Lab Front OfficeExam Room

Back Office

Reception

A Culture of Communication



A Culture of Communication



How People Make (Health Care) Decisions

Data

Fear

Logos

Pathos

EthosTrusted
HCPs

How our 
training 
fails us



Reactive Receptive
Closed

Defensive
Guarded

Suspicious
Mistrustful

Wary

Open
Curious
Relaxed

Believing
Trustful
Willing

Bioactive



Two Different, and Essential, 
Communication Settings

Face-to-Face Digital



When your recommendation isn’t 
immediately accepted… 



Motivational Interviewing



Face-to-Face



Example AIMS
Conversations



HCP: Mrs. Jones, Suzy’s 11yr visit is fine. She is due for her Tdap, HPV & Meningitis vaccines. Let’s get those done today.

Fam: She needs her Tdap & Meningitis vaccines for school so I’d just like her to get those two today.

Fam: Yes, that’s right . I’d like to discuss the HPV vaccine further with my husband.

HCP: My Mother sent me a Facebook post showing that the HPV vaccine can cause infertility.

HCP: It sounds as if you’ve got concerns about the HPV vaccine. It would really help me to better understand them. 
Would you share more? 

HCP: It sounds like you’re ok with the Tdap & Meningitis vaccines but want to hold off on the HPV vaccine?. 

Pt: Yes, that’s right. And the video said it’s all being covered up!

Pt: Sure.

HCP: Oh my goodness! I understand why you’re worried. If I thought that were happening, I’d be worried too.

HCP: I want to make sure I understand. Your Mom sent you a Facebook post that says the the HPV vaccine can cause 
infertility or difficulty in becoming pregnant. Is that right?

HCP: Would it be ok if I shared why I’m recommending this vaccine for you, and why I made sure my children got it too? 

HCP: HPV is a terrible virus. There are 100’s of types but several are responsible for causing 6 different types of cancers. 
The biggest concern I have is that we know that without vaccination over 80% of people will become infected with this 
harmful virus. While 90% of those infected with HPV it is the remaining 10% that will go onto developing precancers, 
cancers and death. HPV Vaccination dramatically reduces the risk of infection if given before exposure. My wife and I so 
relieved when our daughter & two sons were fully vaccinated against HPV. 
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Pt: You seem pretty confident about it. Did you really get the HPV vaccine for you daughter and sons at 11yrs old? 

Pt: Ok. Let’s go ahead and get Suzy her Tdap, HPV & Meningitis vaccines all today.

HCP: I am confident. And yes, they started their HPV series at 11yr and completed the series by 12yrs old. Knowing what 
we know now, our practice would now started their HPV vaccines at age 9yrs old! I just recommended it for my 9 yr old 
niece to my brother.

HCP: I’m thrilled, because I want her to be protected. I really appreciate you sharing your concerns and letting me share 
too. Thanks!

S

S

Presumptive

Active Listening

Empathy

Ask permission

Genuine Real

Confirm

Shared 
Concern

Dat
a

Genuine Real

Thanks

S



is designed to build trust, not force acceptance of an HCP recommendation

is evidence-based communication applicable to any HCP recommendation

provides a path for HCPs to demonstrate active listening and to express empathy

builds trust even when a recommendation is refused

helps to enhance HCP confidence and patient/family satisfaction 

can be learned quickly, is easily implemented, and improves with practice

Announce – Inquire – Mirror – SecureAIMS



Two Different, and Essential, 
Communication Settings

Face-to-Face Digital





Social
Media

TRUST is LOCAL



Marketing          Communication



Marketing is for patients you DON’T have.
Communication is for patients you DO have. 



People view HCPs as Trusted Messengers

HCP Communication can change health behavior.  But...

...HCPs are NOT trained in communication.

HCP Communication must be optimized in-person & online

Improving communication improves quality

HCP Employers, Health Systems & Pharmacies should realize the +ROI

Good Communication is Essential to 

Good HealthCare



↑Patient & Family
Satisfaction

Empowered
HCPs

Evidence-Based Healthcare via
Value-Based Communication

↑ Efficient &
Effective Trusted

Healthcare

Staff Teamwork
Practice Culture

Health Team
Satisfaction

↑Patients & Families
Feel Heard & Respected 
Educated & Empowered

Accessible Trusted
Bidirectional Information

↓Burnout
↓ Turnover

↓ Utilization
↓ Rumors Value-Based

Care Success

↑ Gap Closure ↑ 
Pop. Health
↑  Revenue

↑ Sustainable
+ROI



Left Center RightExtreme Extreme

Good Health



Portal

Text
 SMS

Email
Mail

Website/Social

Phone

Face-to-Face

Podcast
Webcast

Live Stream

Collateral
Cards/Signs/Posters

Effective & Resilient Healthcare 
Communication Ecosystem

Social Listening

Shared Trust

Reputation
Management



Free CME : AIMS, Presumptive Recommendation & more 
               for MDs, DOs, PAs, NPs, RNs & Pharmacists 



trustedmessengerprogram.org

Free Comms CME/CE

TMP Productions

Website Information

LinkedIn Content

in
Daily 
 -  Insights
 - Resources
 - Shout outs
 - Updates

Thank

You

Please take a minute &

 give us your feedback!

Train
- the -
Trainer
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