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Johari Window 
 

  Your Self 

  
 
 

Yes (known) 

 
 

No (Unknown) 

O
th

er
s Yes (known)   

 
 

No (Unknown) 
  

 

 

 

 

 

 



Dr Mohanad Odeh: lecture notes – Pharmaceutical care and Communication skills  

3 
 

 

Listening Skills and Empathy  

Hearing = Ear function to receive sounds.  

Listening = pay attention (Ear and Mind) in order to hear. (Perceiving, paying attention, remembering)  

Active Listening = Hence its name, it is to activate your listening. 

Responsible Listening = Take responsibility.  

Active Listening = Hence its name, it is to activate your listening:  

Repeating: use exactly the same words. 

Rephrasing: repeat with synonyms 

Paraphrasing: Rendering by expressing the meaning with different descriptions or summarising.  

Reflecting: Rendering by using your own word with emphasis the emotional dimension. 

 Empathy vs Sympathy! what are the differences? 

Responsible Listening: take responsibility 

- React (+ve & favourable) to your active listening, By implementing good actions.   
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LISTEN 

Look interested – Relax, smile, eye contact, remove all kind of distraction.  

Involve yourself by 2 pathway communications.   

Stop talking, opposing, assuming, jumping, interruption. Stay on target.  

Test your understanding … Probing  

Empathy ; put yourself in speaker’s shoes!  

Neutralise your feelings 

 

 

 

Feedback  

The Feedback is the process that ensures the receiver has received the message and interpreted it 
correctly as it was intended by the sender. It increases the effectiveness of the communication as it 
permits the sender to know the efficacy of his message.  

On the other hand, It can be a kind of helpful information or criticism that is given to someone to say 
what can be done to improve a performance, product, etc. 
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Barriers of delivering feedback 

It’s difficult to seek or give feedback because We: 

1. Un-awareness of its value and impact. 

2. Lack of knowledge and skills of both seeking and delivering feedback. 

3. Believe that the other person cannot handle the feedback. 

4. Have had previous experiences in which the receiver didn't change or was defensive to 

feedback. 

5. Worry that the other person will not like you. 

6. Believe that feedback is only negative! 

7. Feel the feedback isn't worth the risk! 

Types of feedback 

1. Positive Feedback  
2. Developmental feedback (Negative!)  
3. Description Feedback.  
4. Corrective feedback (warning letters) 

 

Types of feedback receivers 

A) Feedback: Negative receiver 

1. Becoming defensive. 

2. Self-Justification. 

3. Cannot separate the person giving the feedback from the feedback itself. 

4. Volley ball approach (Argue) 

5. Excuse, Resist, fight …etc. 

B) Feedback: Passive receiver 

1. Dismissing the information by denying accuracy.  

2. Detached    3. Underestimate its value and benefit.   4. Ignore or Forget.   

C) Feedback: Assertive receiver (positive) 

1. Accepting and praising when it is given. 

2. Being open and engaged. 

3. Accepting feedback without denial. 

4. Being sincere. 

5. Respecting the speaker.  

6. Active listening to the message. 

7. Probing for better understand, if needed. 

8. Double check your understanding. 
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Tips to Deliver feedback  

1) Clear about what you say. 

2) Specific, cases & examples. 

3) Behaviour not the person. 

4) Observation not intention. 

5) Description not Judgment 

6)  ‘I’ statements for opinion 

7) Self-discovery better than pointing.  

8) Guidance better than advice.  

9) Future-focused Not simply pinpoint critic; Suggests future action Don’t dwell on the past.  

10) Encouraging 

Before you speak THINK  

True, Helpful, Inspiring, Necessary, Kind.  

Structured Feedback Method, Burger Technique  

 

 

 

 

Levels of Self Expression  

X Person is bad.  

X Person behaved in bad way.  

X Person at (y) situation behaved in bad way.  

X Person at (y) situation at (t) time behaved in bad way.  

In my opinion X Person at (y) situation at (t) time behaved in bad way.  

ALL above but behaved description (Not Good) 

…………… 

In my opinion, I see the behaviours of the x person are good in the following xyz, to be even better, I 
hope to receive so and so from x person behaviour …  

(where so and so is the positive side you would like to receive from x person). 

Developmental feedback (NegaƟve!)

Developmental feedback (NegaƟve!)




