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My Story…



• Accurate diagnoses

• Effective treatments

• Clear communication

High-Quality

Medical Care:

Trust and

Competence

Empathy

and Compassion

• Confidence in healthcare 
professionals’ expertise 

• Kindness and 
understanding

• Privacy and dignity

What Matters Most to Patients



Understanding Patients Before
They Become Abusive

• Emotions and Experiences
– High level of stress and anxiety

• Expectations VS Reality
– Miscommunications, unmet 

expectations, feeling ignored

– Delays in treatment or diagnosis, 
lack of information

What are
they feeling?



Understanding Patients Before
They Become Abusive

• Proactive Measures from 
Healthcare Workers:
– Active listening

– Clear and consistent communication

– Ensuring patients feel heard and 
respected, acknowledge their 
feelings

What can
we do?



My Personal Encounter Around Abuse

• Provided 
information about 
nearby eateries

• Being supportive by 
calming them down

What did
surrounding
patients do?

• Nurse suggested 
patients to go for 
lunch 

• Promised to text 
them when it was 
their turn to see the 
doctor.

What did
staff do?

• Long wait time at an 
Outpatient Appointment

• Patients are getting 
frustrated
– Shouting, using 

vulgarity

– Giving demeaning 
comments

What 
happened?



Impact of Patient Abuse 
on Healthcare Workers

How can surrounding patients support?
• Intervening verbally to de-escalate

• Reinforcing respect and civility

Stress and mental 
health issue

Decreased job 
satisfaction/performance

Patients also feel a 
mix of discomfort 

and concern



Patient Advocates Involvement

• Educational campaigns and presentations

• SPAN has worked with other SingHealth groups to co-create a “Patient and 
Healthcare Team Care Pledge”

• Speak up against abuse and harassment publicly via media and social media 
since late 2021.



Patient Advocates Involvement



Conclusion

• Creating the respectful and supportive 
environment is a shared responsibility
and commitment

• Key Reminders - empathy, clear 
communication and mutual respect

• Encouragement to speak up and support 
one another.


