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Abstract 

Burnout is a significant issue in the American healthcare 

system, and it can lead to decreased productivity, increased 

medical errors, and reduced job satisfaction among 

healthcare professionals. Utilizing active listening is one 

way to address burnout in healthcare workers.  

Active listening involves paying attention to the speaker, 

demonstrating understanding and empathy, and responding 

appropriately.  

By practicing active listening, healthcare professionals can 

better understand their colleagues' challenges and concerns, 

which can help create a more supportive work environment. 

This, in turn, can reduce burnout and improve the overall 

well-being of healthcare workers. 

 

Keywords: burnout;active listening; American Healthcare 

System; healthcare workers; quiet quitting. 

 

Introduction 

The COVID-19 pandemic has, among many expositions, 

exposed the continuing stress and pressure healthcare 

workers undergo as they struggle to provide care to patients 

and their families. 

Burnout was first described in 1974 by the clinical 

psychologist Herbert Freudenberg, who often volunteered at 

a free clinic in the then drug-ridden East Village of New 

York City. Over time, Freudenberg observed emotional 

depletion and accompanying psychosomatic symptoms 

among the clinic’s volunteer staff [1]. He called the 

phenomenon - burnout borrowing the term from drug-addict 

slang. Freudenberg defined burnout as exhaustion leading to 

the enormous cost of energy, strength, or resources [2].  

The burden of burnout in the healthcare system in America 

is a significant and growing problem. Burnout is a state of 

physical, emotional, and mental exhaustion caused by 

prolonged stress. Burnout is evident in cynicism, 

detachment, and decreased satisfaction in work. Burnout 

affects the quality of care to patients as it is a big concern 

for healthcare organizations.  

Even in the post-COVID era, healthcare workers still face 

burnout leading to many quiet quitting, a term that has come 

to apportion the blame on the workers alone! Nothing seems 

to have changed much despite the efforts to mitigate this 

problem. Yet, addressing burnout among healthcare 

providers is critical to improving the health and well-being 

of providers and patients. In this paper, we contend that 
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efforts to resolve the issue can only occur in an environment 

where employers and employees can communicate to 

understand each other through active listening.  

 

Review of Literature 

Healthcare organizations, employers, and government 

agencies; have not been silent about putting a check to 

incessant burnout. 

There has been the implementation of work-life balance 

policies. Some healthcare organizations have implemented 

flexible work schedules, paid time off, and telecommuting 

options to reduce work stress and improve work-life 

balance[3,4]. 

Also, some Healthcare organizations have drawn policies to 

promote self-care among healthcare workers by providing 

access to mental health resources, such as counseling and 

support groups Again, the use of technology in the 

healthcare sector to automate routine tasks and reduce 

workloads [2]. The expectation was to help free up time for 

healthcare workers to focus on more complex and rewarding 

tasks [2]. 

Yet, there still exists relative evidence on how to tackle the 

problem of burnout. Given that, government agencies and 

healthcare organizations are yet to address systemic issues 

such as inadequate staffing, poor working conditions, and 

lack of resources; beyond having them as policies, which 

contribute to burnout. Growing research seems to point to 

individual and organizational collaboration as the way out 

[2]. The scenario indicates a question of leadership [5]. It 

will take leadership to inspire collaboration, communicate 

motivation, and persuade the stakeholders (internal 

physicians, nurses, and external patients and sponsors) that 

they are valued and appreciated [6]. Such cannot happen if 

government agencies and healthcare organizations have not 

actively listened to each other. 

 

The Burden of burnouts in the American 

HealthCare System 

At the organizational level, healthcare providers face 

increased stress, long hours, and high levels of 

responsibility, leading to a high incidence of burnout. With 

increasing pressure to perform their duties in a fast-paced 

and demanding environment, with many long hours and 

high workloads leading to exhaustion, stress, and burnout, 

physicians and nurses have had to be battling with decreased 

job satisfaction, decrease job performance, and higher rates 

of absenteeism and turnover [3,7-9]. 

The prevalence rate of burnout among healthcare providers 

in the United States is such that among physicians, there is a 

burnout rate of 51%, and those greatly affected are those on 

the frontline of care [2]. Among nurses, the rate of burnout 

staggers at a roaring rate of 43%, while for residents and 

medical students, the rate is tagged at 69% [10,11]. There is 

little doubt that this makes it less likely for these providers 

to provide high-quality care and be prone to making errors 

[12]. It equally goes a long way to lead to a decrease in the 

patient-provider relationship and patient satisfaction. Among 

the medical students and residents are growing rates of 

burnout leading to dishonest clinical acts, weak altruism, 

and high alcohol and substance abuse [13,14]. Yet, the 

burden of burnout is not limited to the well-being of 

healthcare providers but is also detrimental to patient care. 

Patients are also negatively impacted by burnout among 

healthcare providers. Burned-out providers are less likely to 

provide high-quality care and are more prone to medical 

errors. They may also have less time and energy to devote to 

individual patients, leading to a decreased patient-provider 

relationship and a decrease in patient satisfaction [15]. 

Among nurses, greater levels of burnout have resulted in 

higher rates of patient mortality and the spreading of 

hospital-transmitted infections [16,17]. 

 

Utilizing Active Listening, a recommendation 

Next to physical survival, the greatest need of the human 

being is psychological survival: to be understood, to be 

affirmed, to be validated, to be appreciated. Hence, the 

importance of active listening in genuine communication. 

Active listening means listening to understand [18]. 

Active or reflective listening originated from the American 

psychologist Carl Roger for personal counseling use [19]. 

Consisting of a genuine desire to understand the other and 

communicate what was understood active listening; involves 

focusing on receiving the deep communication of another 
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human soul. It is about making deposits in emotional bank 

accounts and putting oneself in the shoes of others to 

verbalize their needs and concerns. Active listening invites 

us to understand first before judging. Because when we 

listen to others with judgment, we suspend understanding 

them. 

Active listening is a vital communication skill that involves 

fully engaging with and understanding the speaker's 

message. It is characterized by a conscious effort to 

comprehend and respond effectively to verbal and nonverbal 

cues, demonstrating genuine interest and empathy towards 

the speaker. According to Auerbach and Routledge [20], 

active listening encompasses various essential components, 

such as maintaining eye contact, nodding, or providing 

appropriate facial expressions, and using verbal cues, such 

as paraphrasing or summarizing the speaker's words [20]. 

In active listening, we forego our autobiographical 

responses (evaluating, probing, advising, interpreting) for 

the four stages of active and reflective listening; suspending 

judgment; concentrating on emotion and content; following 

in the conversation, and reflecting on what was understood 

[21,19]. This lack may have been the failure of 

communication within the healthcare system that has kept 

those policies starved of implementation. 

Active listening also involves avoiding distractions and 

focusing one's attention solely on the speaker. As noted by 

Brown and [22], this requires setting aside personal biases, 

preconceptions, and distractions to create a supportive and 

inclusive environment for effective communication. Active 

listening entails actively seeking to understand the speaker's 

perspective, emotions, and underlying motivations by 

carefully observing their body language, tone of voice, and 

overall demeanor. By doing so, the listener can accurately 

interpret the message and respond appropriately, 

demonstrating their commitment to understanding and 

validating the speaker's experiences. 

Utilizing active listening skills, leaders in addressing 

burnout among their team members would understand the 

root cause of the issue and provide support. Healthcare 

management listening actively to the internal stakeholders 

will strengthen the communication wheel and show the 

corporate intention to provide solutions to the employees' 

plight and encourage shared identity and loyalty, which are 

ingredients of the sequence of success for any organization 

[23]. These can include creating an open and supportive 

work environment, promoting work life balance, providing 

resources for stress management, and seeking feedback from 

team members. Active listening skills such as paying 

attention, demonstrating empathy, and asking questions can 

help leaders to understand the employees' perspectives and 

find solutions to prevent burnout. By doing so, leaders can 

create a positive workplace culture, improve employee 

morale, and retain talent. 

Active listening provides the opportunity to understand the 

viewpoint of the other. As such, a leader with excellent 

listening skills can identify and address broader systemic 

issues within the organization that may contribute to burnout 

and work to implement changes that create a more 

sustainable work environment for everyone. When the 

healthcare management listens actively to the internal 

stakeholders to understand their viewpoints, there will be 

opportunities to understand better the why, how, and what of 

perpetuating burnout despite the efforts made so far. For the 

management, it would require answering why, which is an 

act of empathy and adds a layer of persuasion [24]; a 

particular policy needs to be implemented instead of the 

other. 

Active listening would require healthcare management to 

check how supportive their communication of the policies 

made to address the problem of burnout has been. As the 

internal stakeholders are the first victims of the problem, 

genuinely listening to their experience of its impact on their 

lives, living, and work is essential. They will provide the 

management answers as to how their assessment of the 

incidence of burnout is objective; and how honest, 

integrative, positive, and focused on the problem their 

policies have been. These provide the essentials of 

supportive communication to tackling burnout in the 

healthcare system [25]. 

The leaders' role in addressing burnout among team 

members is crucial, and active listening is one of the skills 

that can help. Actively listening to the internal stakeholders 



World Journal of Health and Medicine Review Article 

 

Volume 1 Issue 3 | Article 1015 Page No: 98 

 

provides an opening for the management to help them by 

communicating policies to tackle their problems, knowing 

their feelings about the policies implemented, and knowing 

how to improve. Active listening provides the awareness to 

check how physicians and nurses are experiencing the 

policies implemented to tackle burnout. 

Furthermore, the burnout experience of the internal 

stakeholders affects the external stakeholders (patients and 

the care provided to them and sponsors). Healthcare 

management empathizing with the burnout of the internal 

stakeholders is essential to reducing medical errors, the 

transmission of hospital-acquired infection because of 

inadequate attention to protocol, and creating an empathetic 

culture, a culture where; patients feel valued and treated by 

relaxed and compassionate healthcare providers. With less-

pressured healthcare providers, patient satisfaction, 

treatment compliance; and clinical outcomes will improve 

[26].  

However, to effectively implement active listening in a 

healthcare setting, it is essential to provide providers and 

management with training and support to help them develop 

and refine their listening skills. Such will foster a culture of 

open communication and collaboration. 

 

Utilizing active listening: expected outcomes 

Active listening is a fundamental skill that goes beyond 

simply hearing words. It involves active engagement, 

empathy, and the conscious effort to understand the 

speaker's message. Through attentive observation and 

genuine interest, active listeners create an environment of 

trust and openness, fostering effective communication and 

meaningful connections. By incorporating active listening 

into interpersonal and intrapersonal interactions, 

organizations and individuals can enhance their 

relationships, promote understanding, and cultivate a culture 

of respect and empathy. 

By actively listening to their concerns, healthcare 

organizations can address the root causes of burnout among 

healthcare providers. Such supportive communication will 

usher in collaborative perspectives on excessive workload, 

lack of support, and poor work-life balance. Thus, ensuring 

the proper awareness of what policies to tackle burnout, how 

they are doing, and what needs to change [21].  

Active listening in reducing burnout among healthcare 

professionals will help to foster better communication and 

understanding between patients and providers. By actively 

listening to patients and their concerns, unpressured 

healthcare professionals can build trust, reduce stress and 

anxiety, and improve patient outcomes. Moreover, active 

listening will help healthcare providers to reflect on their 

emotions and experiences, which can help prevent burnout 

[27]. 

With active listening incorporated among healthcare 

workers and their supervisors; views and concerns will be 

expressed without fear or favor and understood; considered, 

and effectively managed. Quiet quitting would no longer be 

the fault of the employees alone; there shall no longer be 

any reason to assume that everyone gets it or is prepared to 

get on with it as far as burnout is concerned. Engagingly 

listening between healthcare management and the internal 

stakeholders would improve the understanding of 

management as not homogenous, so understanding the 

various and varying aspects of the problem of burnout is a 

key to effectively tackling it. 

By actively engaging and attentively listening to patients, 

unpressured healthcare providers will create a more 

humanistic and empathetic experience for patients 

improving care outcomes and ensuring treatment 

compliance. Thus, make caregiving service compassionate! 

 

Limitations 

This study has some limitations that are essential to consider 

in interpreting its findings. 

 The study focuses on the American healthcare 

sector, so it is not clear whether the findings would 

be generalizable to other industries. 

 The study does not consider the specific challenges 

of implementing active listening in a busy and 

demanding healthcare environment. 

 

Overall, the study provides a valuable starting point for 

research on the potential benefits of active listening in 
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reducing burnout. However, more research is needed to 

consider the benefits of active listening in other sectors and 

the specific challenges to implementing it in the healthcare 

setting. 

 

Conclusion 

Burnout in the American healthcare system has become one 

major challenge to efficient care provision and quality. It is a 

real problem demanding real solutions.  

Active listening is a powerful tool that can be used to reduce 

burnout in the American healthcare system. By listening to 

healthcare professionals with empathy and understanding, 

we can help them to feel supported and valued. This can 

lead to a decrease in stress, an increase in job satisfaction, 

and a better overall work environment. 

There are a number of ways to implement active listening in 

the healthcare setting. Healthcare organizations can make it 

a priority to train their staff on active listening skills and to 

provide opportunities for staff to practice these skills. 

Healthcare organizations can also create a supportive 

environment where staff feel comfortable sharing their 

thoughts and feelings. 

Active listening is not a cure-all for burnout, but it can be a 

valuable tool in reducing its prevalence. By listening to 

healthcare professionals with care and attention, we can help 

them to feel better about their work and to be more resilient 

in the face of stress. 

In addition to the benefits mentioned above, active listening 

can also help to improve communication, build trust, and 

resolve conflict. This can lead to a more positive and 

productive work environment for everyone involved. 

If you are a healthcare professional who is struggling with 

burnout, active listening training may be a helpful way to 

improve your well-being. There are many resources 

available to help you learn active listening skills, and you 

may also want to consider seeking professional help. 

By working together, we can create a healthcare system 

where burnout is no longer the norm. Active listening is a 

powerful tool that can help us to achieve this goal. It 

requires humility. It requires courage to be engaged!  

 

Declarations 

 All research data used for this work are shared in 

the work for verification. 

 Kizito Uzoma Ndugbu, conceived, carried out the 

research, and approved it for publication. 

 There is no funding received for the research. 

 There is no conflict of interest. 

 

References 

1. Freudenberg, H. J. Staff burn-out. J Soc Issues. 

1974;30:159-165. 

2. Reith, T. Burnout in United States healthcare 

professionals: A narrative review. Cureus   Journal of 

Medical Science. 2018;10(12). 

3. Shanafelt TD, Dyrbye LN, West CP, Sinsky CA. 

Potential impact of burnout on the US physician 

workforce. Mayo Clin Proc. 2016;91(11):1667-1668. 

4. Shanafelt TD, Noseworthy JH. Executive leadership 

and physician well-being. Nine organizational strategies 

to promote engagement and reduce burnout. Mayo Clin 

Proc. 2017;92(1):129-46.  

5. Shanafelt TD, Gorringe G, Menaker R, Storz KA, 

Reeves D, Buskirk SJ, et al. Impact of organizational 

leadership on physician burnout and satisfaction. Mayo 

Clin Proc. 2015;90(4):432-440. 

6. Smith A. Of the wages of labour. An Inquiry into Nature 

and Causes of the Wealth of Nations-Book I, Ⅱ, Ⅲ, Ⅳ. 

In: Wight JB, editor. Harriman House: Petersfield, 

Hampshire, UK; 2007. 

7. Ndugbu KU. Role strain and burnout among nurses: a 

public health concern. J Nur Healthcare. 2020;5(2):2. 

8. Petrelli F, Scuri S, Tanzi E, Nguyên Thi, TC, Lolanda 

G. Public health and burnout: a survey on lifestyle 

changes among workers in the healthcare sector. Acta 

Biomed 2019;90(1):24-30. 

9. Shanafelt TD, Sloan J, Satele D, Balch C. Why do 

surgeons consider leaving practice? J Am Coll Surg. 

2011;212(3):421-2. 

10. Aiken LH, Clarke SP, Sloane DM, Sochalski JA, Busse 

R, Clarke H, et al. Nurses’ reports on hospital care in 

five countries. Health Aff (Millwood). 2001;20(3):43-

53. 

https://spssi.onlinelibrary.wiley.com/doi/abs/10.1111/j.1540-4560.1974.tb00706.x
https://spssi.onlinelibrary.wiley.com/doi/abs/10.1111/j.1540-4560.1974.tb00706.x
https://www.cureus.com/articles/16398-burnout-in-united-states-healthcare-professionals-a-narrative-review#!/
https://www.cureus.com/articles/16398-burnout-in-united-states-healthcare-professionals-a-narrative-review#!/
https://www.cureus.com/articles/16398-burnout-in-united-states-healthcare-professionals-a-narrative-review#!/
https://pubmed.ncbi.nlm.nih.gov/27814840/
https://pubmed.ncbi.nlm.nih.gov/27814840/
https://pubmed.ncbi.nlm.nih.gov/27814840/
https://pubmed.ncbi.nlm.nih.gov/27871627/
https://pubmed.ncbi.nlm.nih.gov/27871627/
https://pubmed.ncbi.nlm.nih.gov/27871627/
https://pubmed.ncbi.nlm.nih.gov/27871627/
https://pubmed.ncbi.nlm.nih.gov/25796117/
https://pubmed.ncbi.nlm.nih.gov/25796117/
https://pubmed.ncbi.nlm.nih.gov/25796117/
https://pubmed.ncbi.nlm.nih.gov/25796117/
https://www.ibiblio.org/ml/libri/s/SmithA_WealthNations_p.pdf
https://www.ibiblio.org/ml/libri/s/SmithA_WealthNations_p.pdf
https://www.ibiblio.org/ml/libri/s/SmithA_WealthNations_p.pdf
https://www.ibiblio.org/ml/libri/s/SmithA_WealthNations_p.pdf
https://www.researchgate.net/publication/340953028_Role_Strain_and_Burnout_among_Nurses_A_Public_Health_Concern_Mini_Review_Article#:~:text=Among%20nurses%2C%20the%20incidences%20of,been%20identified%20as%20encouraging%20burnouts.
https://www.researchgate.net/publication/340953028_Role_Strain_and_Burnout_among_Nurses_A_Public_Health_Concern_Mini_Review_Article#:~:text=Among%20nurses%2C%20the%20incidences%20of,been%20identified%20as%20encouraging%20burnouts.
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC6502147/
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC6502147/
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC6502147/
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC6502147/
https://pubmed.ncbi.nlm.nih.gov/21356491/
https://pubmed.ncbi.nlm.nih.gov/21356491/
https://pubmed.ncbi.nlm.nih.gov/21356491/
https://pubmed.ncbi.nlm.nih.gov/11585181/
https://pubmed.ncbi.nlm.nih.gov/11585181/
https://pubmed.ncbi.nlm.nih.gov/11585181/
https://pubmed.ncbi.nlm.nih.gov/11585181/


World Journal of Health and Medicine Review Article 

 

Volume 1 Issue 3 | Article 1015 Page No: 100 

 

11. Holmes EG, Connolly A, Putnam KT, Penaskovic KM 

Denniston CR, Clark LH, et al. Taking care of our own: 

a multispecialty study of resident and program director 

perspectives on contributors to burnout and potential 

interventions. Acad Psychiatry. 2017;41(2):159-166. 

12. Shanafelt TD, Balch CM, Bechamps G. Burnout and 

medical errors among american surgeons. Ann Surg. 

2010;251(6):995-1000. 

13. Dyrbye LN, Massie FS, Eacker A, Harper W, Power D, 

Durning SJ, et al. Relationship between burnout and 

professional conduct and attitudes among US medical 

students. JAMA. 2010;304(11):1173-80. 

14. Petrelli F, Scuri S, Tanzi E, Nguyên Thi, TC, Lolanda 

G. Public health and burnout: a survey on lifestyle 

changes among workers in the healthcare sector. Acta 

Biomed 2019;90(1):24-30. 

15. Casey M, Campbell D, Stockman K. Building more 

trust between doctors and patients. Harvard Business 

Review. 2018 

16. Cimiotti JP, Aiken LH, Sloane DM, Wu ES. Nurse 

staffing, burnout, and healthcare-associated infection. 

Am J Infect Control. 2012;40(6):486-490. 

17. Clawson JG.  Active Listening. University of Darden: 

Darden Business Publishing. 2018. 

18. Covey S.  The seven habits of highly effective people. 

New York: Simon & Schuster. 1989 

19. Welp A, Meier LL, Manser T. Emotional exhaustion 

and workload predict clinician-rated and objective 

patient safety. Front Psychol. 2015;5:1573. 

20. Auerbach, J. S., & Routledge, C. (2020). Active 

listening: A practical guide. Thousand Oaks, CA: Sage. 

21. American Psychological Association. (2016). Active 

listening: A guide to better communication. 

22. Brown ME, Keeley SM. Active listening: A powerful 

tool for improving communication and building trust. 

New York, NY: AMACOM. 

23. Men LR, Bowen SA. The future of internal 

communication. Excellence in Internal Communication 

Management. Harvard Business Press. 2017. 

24. Duarte, N. Good leadership is about communicating,” 

why”. Harvard Business Review. 2020. 

25. Hynes GE. Informal communication In Project 

communication from start to finish: the dynamics of 

organizational success. Harvard Business Press. 2019. 

26. James TA. Building empathy into the structure of 

healthcare. Harvard Medical School Review. 2023. 

27. Healthcare Training Network. (2022). Active listening 

in healthcare: A guide for healthcare professionals. 

 

https://pubmed.ncbi.nlm.nih.gov/27436125/
https://pubmed.ncbi.nlm.nih.gov/27436125/
https://pubmed.ncbi.nlm.nih.gov/27436125/
https://pubmed.ncbi.nlm.nih.gov/27436125/
https://pubmed.ncbi.nlm.nih.gov/27436125/
https://pubmed.ncbi.nlm.nih.gov/19934755/
https://pubmed.ncbi.nlm.nih.gov/19934755/
https://pubmed.ncbi.nlm.nih.gov/19934755/
https://www.semanticscholar.org/paper/Relationship-between-burnout-and-professional-and-Dyrbye-Massie/f6ef1c2d19a3f877aa5cce7752c346e287b3634a
https://www.semanticscholar.org/paper/Relationship-between-burnout-and-professional-and-Dyrbye-Massie/f6ef1c2d19a3f877aa5cce7752c346e287b3634a
https://www.semanticscholar.org/paper/Relationship-between-burnout-and-professional-and-Dyrbye-Massie/f6ef1c2d19a3f877aa5cce7752c346e287b3634a
https://www.semanticscholar.org/paper/Relationship-between-burnout-and-professional-and-Dyrbye-Massie/f6ef1c2d19a3f877aa5cce7752c346e287b3634a
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC6502147/
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC6502147/
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC6502147/
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC6502147/
https://hbr.org/2018/11/building-more-trust-between-doctors-and-patients
https://hbr.org/2018/11/building-more-trust-between-doctors-and-patients
https://hbr.org/2018/11/building-more-trust-between-doctors-and-patients
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC3509207/
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC3509207/
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC3509207/
https://papers.ssrn.com/sol3/papers.cfm?abstract_id=910376
https://papers.ssrn.com/sol3/papers.cfm?abstract_id=910376
https://ati.dae.gov.in/ati12052021_1.pdf
https://ati.dae.gov.in/ati12052021_1.pdf
https://pubmed.ncbi.nlm.nih.gov/25657627/
https://pubmed.ncbi.nlm.nih.gov/25657627/
https://pubmed.ncbi.nlm.nih.gov/25657627/
https://www.hbsp.harvard.edu/product/BEP336-PDF-ENG
https://www.hbsp.harvard.edu/product/BEP336-PDF-ENG
https://www.hbsp.harvard.edu/product/BEP336-PDF-ENG
https://hbr.org/2020/05/good-leadership-is-about-communicating-why
https://hbr.org/2020/05/good-leadership-is-about-communicating-why
https://postgraduateeducation.hms.harvard.edu/trends-medicine/building-empathy-structure-health-care
https://postgraduateeducation.hms.harvard.edu/trends-medicine/building-empathy-structure-health-care

