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Communication 
Challenges
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When Time is Shorter 
than they Hoped…
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REMAP
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REFRAME

EMOTION

MAP OUT

ALIGN

PLAN
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R - REFRAME

  WE’RE IN A DIFFERENT PLACE NOW…
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E = EMOTION (N-U-R-S-E)

NAME

UNDERSTAND

RESPECT

SUPPORT

EXPLORE

N-U-R-S-E
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GRIEF
Denial

Anger

Bargaining

Depression

Acceptance
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Approach to the 
Angry patient

Ensure your own safety

• Respect their personal space
• Maintain a neutral posture
• Stay at or below their eye level: sit if 

they’re standing
• Avoid sudden movements
• Speak calmly and clearly

Communication tips…
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• Acknowledge their grief
• NURSE statements

• Align goals
• Focus on next steps
• Monitor
• Have a staff member sit with them

… Communication tips
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REMAP
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REFRAME

EMOTION

MAP OUT

ALIGN
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CHALLENGES TO “MAPPING OUT”

Difficult patients

Difficult families

• Prognosis shorter than hoped for

Difficult messages



Janet Abrahm, MD, FACP, FAAHPM

“Entitled” or Narcissistic

Help rejecting

Antisocial/manipulative

Dependent

“Borderline”

Personality Disorders
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Family dysfunction

Cohesion Scale Flexibility Scale
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•D is e n g a g e d

• Separated

• Connected

• Enmeshed

• RIGID
• Structured

• Separated

• Chaotic
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STRATEGIES TO USE WITH 
CONFLICTUAL FAMILIES 

Collaborate with SW/Psychiatrist

Pre-meeting: ONE message
Meeting: ONE leader

Family members talk to the leader, 
not each other

Remain neutral
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SHOULD YOU CONSULT PSYCHIATRY OR SOCIAL WORK?

• Patient or family H/O conflict or violence
• Major mental illness or personality 
disorder in patient or HCP
• H/O substance use disorder
• H/O or suspicion for domestic/intimate 
partner violence, elder abuse, or extreme 
power discrepancies 
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Quality of Life at the End of Life
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Comfort
Sense of 
control / 
dignity

Relieving 
burden on 
loved ones

Strengthening 
and completing 

relationships with 
significant others

Singer, Martin, & Kelner (1999). Quality end of life care: Patient’s perspectives, JAMA, 28(2), 163-168
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R/O impaction and 
urinary retention

RX PAIN empirically

D/C contributing 
medications

Terminal Delirium
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IF AGITATED

Consider adding:
- prn Haldol (0.5 -2 mg 
po / 0.5-1 mg IV q4h) or
- prn olanzapine (2.5-5 
mg SL/PO or IV)
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Pain
If not previously 

present, 

DO NOT START 
an OPIOID DRIP

If previously present, 
and NPO, convert to 

IV/SQ infusion 
PALLIATIVE CARE 

CAN HELP!
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Anxiety
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Family

Faith

Counseling

Meds



Janet Abrahm, MD, FACP, FAAHPM

ANTICIPATORY GRIEF

“THE FIVE THINGS”
Thank you
Forgive me

I forgive you
I love you
Goodbye
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Bianca: Instrumental Grief

Less or no crying
Need to “Do things”
Resilience may be higher than expected
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What is Arletta 
worried about? 

Unasked Questions: Paolo 
Increasing weakness, fatigue; no appetite

Fears
     Paolo is ‘giving in’, will starve

     Reminders
    Food may be nauseating
    Anorexia may be protective
    Risk of aspiration
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Hospice Home Care Services

24/7 phone coverage
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