
MODULE 3: CHALLENGING CONSULTATIONS

SOS le Wini 
Summary Talks

3



Module 3

Contents
This document brings together the Module 3 talks from the SOS le Wini reflections. 
It is intended as a quick reference for staff, showing the Module 3 themes covered 
across the talks and supporting use in teaching, discussion, and follow-up 
reflection.
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Week 27 – Delivering Bad News – Being Clear, Gentle, and Human
Week 28 – Open Disclosure – Clarity, Compassion, and Repair
Week 29 – Staying Steady – After Difficult Emotional Work
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https://open.spotify.com/episode/6zPPNwcBrAoPqs1GzAHfVJ?si=62fsC3dZSLuOa63HOhS1Bw


Sos le Wini 
Pause with Wini

SAY
“I'd like to talk with you about something that
happened during your care.”
“I'm afraid I have some difficult information to
share.”
“What we know so far is...”
“I want to be clear about what we know and what
we are still checking.”
“I'm very sorry this has happened.”
“I can see how upsetting this is.”
“I want to hear what this has been like for you.”
“Here is what we'll do next.”
“We'll follow this up and keep you updated.”

REFLECT
After a conversation involving open disclosure,
consider:

Did I prepare by gathering the facts and clarifying
any uncertainty?
Did I communicate clearly and compassionately?
Did I avoid blame, speculation, and jargon?
Did I acknowledge the impact and emotion
involved?
Did I remain calm and listen when distress
arose?
Did the person leave with a clear understanding
of next steps and follow-up?

LEARN

Open disclosure is about openness, respect,
responsibility, and repair. When something has gone
wrong in care, people need clear information,
acknowledgement, apology, an opportunity to respond,
and an understanding of what will happen next.

Preparation is important. Gather the facts, clarify what is
still being reviewed, agree who should be involved, and
plan how to introduce the conversation. Use plain
language, explain what is known and what remains
uncertain, and outline next steps. A sincere apology
acknowledges the impact of what has happened. If
distress, anger, or mistrust arise, listen, acknowledge the
emotion, and remain calm. Repair continues through
follow-up, consistency, and ongoing communication.

DO 

When something difficult, unexpected, or concerning
needs to be explained:

Gather the facts and clarify what is still uncertain.
Decide who should be involved and ensure an
appropriate setting.
Prepare the person with a brief signpost that difficult
information is coming.
Use plain language and separate facts from
uncertainty.
Offer a sincere apology when harm, distress, or
concern has occurred.
Acknowledge emotion before providing more
information.
Make clear what will happen next, who will follow up,
and when.

WEEK 28: SUMMARY

Open Disclosure: Clarity, Compassion, and Repair

Listen on our App 
www.nhcprogramme.ie/download

Listen on Spotify 
(10 mins approx.)

https://open.spotify.com/episode/1tLyf9jhHOO7oXmqrdJuY9?si=3LNaj82UQIu1Opd_DCJ_lg&utm_source=copy-link&nd=1&dlsi=2bfae94ef1404631


https://open.spotify.com/episode/6F6J8x3DUSutWZQScHmX2F?si=qppmMfG2T0eorHulxW0ANg



