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Knowledge and Skill
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How??? 
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One Approach

� Summer workshop (6 weeks)

� Nottingham England 

(English & Archbold, 2014)
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Participants = 25

� Two cohorts

2011: N = 10

2012: N = 15
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Program

� Opening session on site

� 6 weeks (~20 hrs) guided 
independent study

� Closing session on site
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Why Extended Format?

� Research: Workshop effectiveness

Attendees acquire new info

New knowledge does not translate 
into change in practice
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“Forgetting Curve”

� Will forget 90% of what 

you listened to today 

within one month

� Most of the forgetting 

will occur within hours

EbEbbinghaus (1885):EbEbbinghaus (1885):

Ebbinghaus (1885):

“Exponential Nature 

of Forgetting”
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“Learning Curve”

http://www.adm.uwaterloo.ca/infocs/study/curve.html
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Change Takes Time, Support

� Practice opportunities

� Reflection

� Feedback

� Coaching
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Workshop Coaching/Curriculum

� Weekly reading assignments

� “Thoughts for the Weekend” emails

� Individual, group online discussions

� Video consults
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Did Knowledge Translate to Skills?

� Post-workshop survey, emailed

� Response rate:90%

� 4 Questions:
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Q1. Have you changed your 
practices after completing course? 

� 1-5 scale

� 1=not at all

� 5=changed almost everything
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Q2: If changes were made, 
please describe.

� Open-ended; responses=>qual data

� Analysis: grounded theory 
technique (Knudsen 2012)

� Coding, categorizing, comparison, 
interpretation, theorization

� One major theme, 5 sub-themes:
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Major Theme: Changes in 
Audiologist-Patient Dynamics

Minor
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Q3: If no changes made, could 
you explain?

� 100% to Q2 =no response to Q3
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Q4: Do you foresee making 
changes as time goes on?

� Continue to refer to course materials

� Encourage colleagues to be “less 
prescriptive”

� Use more rehab tools, questionnaires 
to keep focus on patient concerns

� Will share info with staff, others

� Enroll in counseling course
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How???      3 Skills 
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Skill #1: Differentiation

Thinking
Mind?

Feeling
Mind?
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Differentiation

Thinking 

Mind?

Feeling 

Mind?
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Skill #2: Align Response to Query
(“Like to Like”)

I’ve been told hearing loss is genetic.
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Skill #2: Align Response to Query
(“Like to Like”)

I’ve been told hearing loss is genetic.
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Differentiation

Thinking Mind?

Provide info

Feeling Mind?

Respond to 
emotion: 
HOW??
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Differentiation

Thinking Mind?

Provide 

info

Feeling Mind?

Respond to 
emotion
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Skill #3: “Feeling Mind” Responses

� Therapeutic Listening

� “Drill down”

� Waiting
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Therapeutic Listening 

Providing a troubled sender the 

opportunity to talk through a problem

I’ve been told hearing loss is genetic. 

It’s something you’re worried about?
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“Drill Down” Response

Answer apparent question but also … why?

I’ve been told hearing loss is genetic. 

(answer surface question) That’s often 

the case. (drill down)  You’re concerned

about this possibility because…?
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Waiting

i.e., wait ☺

I’ve been told hearing loss is genetic. 

(waits: nonverbal oh?) 

You see, we’re expecting 

and are thrilled, but we’re 

also worried …. 
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What happens when our responses 
do NOT align?  

Differentiation

Thinking Mind?

Provide 

info

Feeling Mind?

Provide

Info?
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These HAs 

couldn’t be 

more ugly.
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These HAs 

couldn’t be 

more ugly.

It doesn’t matter 

what they look 

like.  And you 

shouldn’t care 

about things like 

that anyway.
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In comparison:

These HAs 

couldn’t be 

more ugly.

(waiting)
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In comparison:

These HAs 

couldn’t be 

more ugly.

(waiting)

And even when no one 

mentions them, I keep 

wondering what 

people think about me.
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Those tests

have got to

be wrong.
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Those tests

have got to

be wrong.

Our tests have 

been perfected

over many years, 

we know what 

we’re doing.
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In comparison:

Those tests

have got to

be wrong.
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In comparison:

Those tests

have got to

be wrong.

(Waiting)
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In comparison:

Those tests

have got to

be wrong.

(Waiting)

It’s just impossible 

to believe, that you

could be so sure 

when he is so young.
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The Way We Respond ...

� Will influence pt’s next 

comment

� Some comments will shut 

down conversation

� Some responses keep 

conversation going

� The more patients are able 

to talk through their 

concerns, the better 

equipped they are to 

manage those concerns



Kris English, PhD   The University of Akron

41

When patients put their 
thoughts into words … 

Vaughn, S. (1997). The 

Talking Cure: The Science 

Behind Psychotherapy. 

“produces long-lasting 

changes in the neurons 

that make up your mind”
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Types of Responses

� “Continuer” statements (therapeutic listening, “drill down,” waiting)

� Offers empathy, allows patients to continue expressions 

thoughts, feelings

� Patients experience less anxiety and depression, report 

greater satisfaction and adherence to tx

� “Terminator” statements

� Discourages disclosure

Pollak et al. (2007). Oncologist communication about emotion 

during visits with advanced cancer.  J Clin Oncol, 25(36), 5748-

52.
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Pollak et al. 2007

� Audio-recorded 398 clinic conversations

� 51 oncologists; 270 patients

� Conversations were coded for presence of 

empathic opportunities and oncologists’

responses

� Empathic opportunities: N = 272

� Oncologists responded with terminators 78% 

of the time
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Pollak et al. Summary

“To reduce patient anxiety and increase 

patient satisfaction, oncologists may need 

training to encourage patients to express 

emotions and to respond empathically to 

patients’ emotions.”
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Examples

� Will present some 

case studies

� Let them remind you 

of similar cases!
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“She’ll hear the music 
like the other kids, right?”
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Terminator

� “Yes, for the most 

part.  She will need 

to keep alert for 

visual cues, though.”

� “Oh. I see, yes, of 

course.”
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Continuer

� Therapeutic listening: Providing a troubled 

sender the opportunity to talk through a 

problem

� “That’s especially important?”

� “It really is.  She lives for dance class, and I dread 

the day she gets embarrassed about not hearing 

something… although life is not perfect for 

anyone, is it?  I’ve been thinking how I need to 

model some comfort with ‘nonperfection,’ so 

that she can learn that, too ….”
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Female, age 77, 

in AR class, asks 

AuD students:

“Do any of you 

have a hearing 

loss?”
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Terminator

“Nope.”
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Continuer

� “Drill down” response: Answer plus “so 

you’re asking this because ….? ”
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“Wouldn’t a good mother know 
her baby can’t hear?”
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A good mother, a good father

� Daughter is lost in the woods; search teams 

have been called.

� Mother asks chaplain: “Wouldn’t a good 

mother have known something was wrong 

before her baby got so far that even all these 

men with planes and dogs can’t find her?”

Braestrup, K. (2007). Here If You Need Me
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Terminator
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Continuer

� Waiting ….

� “I know that’s absurd, to think I could 

possibly know the moment she was born. 

One mom told me it takes awhile to stop 

blaming myself, and there are some days 

when I can see that. My son is a happy little 

boy, and I know I am a good mom …. I just 

worry about it.”
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“Can I wear hearing aids
while I sleep?”
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Terminator
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Terminator

� “No, that is strongly discouraged.  The device 

will irritate the skin and then you will need 

several days of non-use for that to heal.”
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Continuer

� “Drill down” response: Usually 
people don’t, but I wonder why you 
are asking…?
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Putting Our Thoughts Into Words

What is different? 
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Is This Us? 

� "Virtually all professionals have been 

deformed by the myth that we serve our 

clients best by taking up all the space with 

our hard-won omniscience.” (Palmer, 1998, p. 132)

� All the expertise

� All the talking

� All the experience

� All the planning
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Can “Sharing Space” Save Time?
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