
Active listening begins with empathy. When speaking with an injured worker,

acknowledge their pain, frustration, or anxiety. Expressing empathy helps

them feel heard and supported. Use statements like, "I understand this must

be difficult for you" or "I can see how frustrating this situation is."

Demonstrating empathy sets a positive tone for the conversation and

encourages the injured worker to open up.

The key to good communication is to create an environment where injured

workers are comfortable sharing. Therefore, it is essential to encourage

workers to communicate by showing interest, asking open-ended questions,

nodding, and providing non-verbal cues such as smiling. This technique allows

the worker to feel valued and heard, which can help establish trust with the

claims professional. Encouraging communication also helps the claims

professional determine the worker's pain level and needs, which is crucial in

developing a personalized claims plan.

Open-ended questions invite injured workers to share their thoughts,

feelings, and concerns more fully. Avoid yes-or-no questions and instead

ask questions that begin with words like "how," "what," or "tell me about."

For instance, instead of asking, "Are you in pain?" you can ask, "How would

you describe your pain, and when does it seem most intense?" Open-

ended questions encourage a more detailed and meaningful conversation.
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SHOW EMPATHY AND UNDERSTANDING

Active listening also involves listening carefully to what the worker is saying.

Claims professionals should avoid being distracted by their thoughts,

surroundings, or opinions. Instead, they should concentrate on the speaker's

words, tone, and body language. This technique can help the professional

pick up essential clues to help with case management, such as physical and

emotional symptoms and potential underlying issues.

ENCOURAGE COMMUNICATION

LISTEN CAREFULLY

Reflective listening involves paraphrasing or summarizing the injured

worker's words to ensure you've understood them correctly. It shows that

you are actively processing their words and not just waiting for your turn

to speak. For example, if they say, "I'm worried about how I'll pay my bills

during my recovery," you can respond, "It sounds like you're concerned

about your financial situation while you're unable to work." This technique

confirms your understanding and encourages them to share more.

PRACTICE REFLECTIVE LISTENING

ASK OPEN-ENDED QUESTIONS

It's essential to resist interrupting or finishing the injured worker's

sentences. Allow them to express themselves fully before responding.

Sometimes, they might need a moment to collect their thoughts or

emotions. Be patient and give them the time they need. Interrupting

can make them feel unheard and may hinder effective communication.

AVOID INTERRUPTING AND BE PATIENT


