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Webinar #3

Develop Knowledge, Know-How, and Confidence, part 1
Thursday, July 14th

3pm – 4pm ET



Welcome & 
Current State

Abby Zier Alyesh



Housekeeping 

Webinar is 
being recorded 

Recording & 
slides will be 

posted 

Mute mic 





Our goal, 
simply put

“Ask how the child 
and family are doing. 
Every visit. Every 
time.” 



Today’s 
Focus



Objectives

Understand

Understand how to initiate 
discussions about 
emotional health with 
patients and their families.

Familiarize

Be familiar with the 
normalize-ask-pause-
connect technique for 
initiating emotional health 
discussions. 

Understand

Understand ways to make 
connections to appropriate 
support for patients and 
families who identify 
emotional health needs.



Agenda
5 min Welcome & Current State Abby Zier Alyesh

10 min Resource List Recap Carole Lannon
Abby Zier Alyesh

5 min Overview of Developing Knowledge, Know-how, and 
Confidence

Carole Lannon

35 min Starting Discussions and Supporting Next Steps
• Learn the Normalize, Ask, Pause, Connect technique for 

starting discussions about emotional health
• Q&A
• How to discuss therapy with patients and families
• Q&A 
• Discussion

Erica Sood
Melissa Cousino

5 min Next Steps Abby Zier Alyesh



Resource List 
Recap

Carole Lannon



Power of peer support

“People gravitate toward peer support because of its humanizing effect on 
our challenging health care system. And we love that it provides that 
personal connection to better understand physical and emotional impacts 
of chronic illness and it is 100% patient-centered . . . peer-to-peer 
supports looks different for everyone, but that feeling of validation and 
understanding by someone who has walked in your shoes -- we learn from 
each other and gain tools to live healthier lives as parents, patients, and 
siblings.”

- Stacey Lihn



Jill’s five steps to take to get started 
developing a resource guide

Ask around for 
existing resources -
you may not need 
to reinvent the 
wheel!

1
Organize your 
resource guide by 
audience

2
Include 
patient/parent 
partners in 
developing 
materials

3
Consider how you 
can keep your list 
updated

4
Test it out! And ask 
patients/and 
families if they 
were successful in 
using the resource

5



Where we left off

• Establish or update your practice setting’s list of resources to support 
the emotional health of children with chronic conditions and their 
families that includes:

• local or national peer-to-peer support resources for patients
• local or national peer-to-peer support resources for families (e.g., 

parents and/or siblings)
• mental health providers (e.g., social workers, 

psychologists, psychiatrists, other licensed providers) in the 
health system and/or community, when available



988 Live Saturday, July 16



June reporting
June range: 10%-90%

N=# of sites
Three sites reviewed 
~10 charts each
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Baseline data - pre-work (n=6) Monthly data (May) (n=4) Monthly data (June) (n=3)
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Percent of Visits with Assessment of Patient and/or Family Emotional Health



Discussion 
• Small wins?
• Breakthroughs? 
• Challenges?



Overview: Developing 
Knowledge, Know-

how, and Confidence





3. Develop 
knowledge, know-

how, and confidence

• Complete the ABP Continuing Certification Part 2 activity: 
Emotional Health and Resilience for Patients and Families with 
Chronic Pediatric Conditions 

• Learn and practice the Normalize, Ask, Pause technique for 
starting discussions about emotional health

• Video: How to Feel Comfortable Starting Discussions 
about Emotional Health*

• Use guides: Talking about Emotional Health: Example 
Conversations*

• View Roadmap videos: Talking about Emotional Health*

Specific Aim (example)

By December 1, 2022, 
___ practice will 

improve ___% from 
baseline the number of 
visits in which children 
with chronic conditions 

and their families’ 
emotional needs are 

assessed.

Key Drivers Potential Change Strategies



Self-Assessed Readiness (April 2022)

0

1

2

3

0 - Not currently 1 - Developing or
testing

2 - Part of my
individual practice

3 - Across the clinical
setting in which I

practice

Provider ConfidenceE. Providers in our practice 
setting feel confident and 
competent initiating 
discussions about 
emotional health topics with 
children, adolescents, and 
family members of children 
and adolescents with 
chronic medical conditions



Starting Discussions & 
Supporting Next Steps

Erica Sood
Melissa Cousino



Parent of a child with a chronic condition
I think mental health, it should be proactive versus reactive... It 

doesn't need to be, ‘oh, I see a problem’… You have to be proactive 
with it… we weren't offered any kind of psychological assistance until 
we had to be evaluated for transplant. Now, my daughter had already 
been through six open-heart surgeries at that point. We had already 
spent almost a cumulative year in the hospital at that point, right? 
We had already gone down to one income. We had already been 
isolated from family and friends. We had already gone through so 

much to get to that point... But still, that was about, ‘Are you a 
candidate for her to get the heart?" It's not, ‘How are you?’ ”

“



Learn the 
“Normalize, Ask, Pause, 

Connect” Technique for Starting 
Discussions about Emotional 

Health
Erica Sood



Erica Sood, PhD
• Pediatric psychologist in the Nemours Cardiac 

Center and Center for Healthcare Delivery 
Science at Nemours Children’s Health

• Associate Professor of Pediatrics at Thomas 
Jefferson University

• Directs the Nemours Cardiac Learning and Early 
Development (LEAD) Program



Normalize-Ask-Pause-
Connect



Start the Conversation

NORMALIZE + ASK + PAUSE + CONNECT

“I’m Fine”



Start the 
Conversation

NORMALIZE + ASK + PAUSE + 
CONNECT

 Communicate that emotional difficulties 
are common and expected in this situation

 Set up the discussion so that the easy 
answer is to acknowledge emotional 
difficulties

 Minimize the likelihood of “I’m fine”



Start the Conversation: 
Normalize

• “I know from working with other adults that it’s really 
common to feel down or depressed when [illness-specific 
stressor]”

• “Many people tell me that [illness] makes everyone in the 
family feel more anxious”

• “I hear from a lot of patients that they’ve had to grieve the 
loss of [pre-illness experiences]

• “I always ask about [emotions] because how you are 
doing emotionally is just as important as how you are 
doing physically 



Start the 
Conversation

NORMALIZE + ASK + PAUSE + 
CONNECT

Open-ended
 Avoid checklist-like questions
 Less is more
 Pay attention to your non-verbal 

communication



Start the Conversation: 
Ask

• “How about you?”
• “How have you been affected?”
• “What has [illness-specific stressor] been like for you?
• “How are you doing?”
• “How are you feeling?”
• “How has [illness] impacted you/how you feel?”



Start the 
Conversation

NORMALIZE + ASK + PAUSE + 
CONNECT

 Communicates that you want to hear the 
answer

 Gives the patient time to gather their thoughts 
and decide whether to share

 This may be the first time they’ve been asked
 Try again next time even if they don’t share



Start the 
Conversation

NORMALIZE + ASK + PAUSE + 
CONNECT

 Use reflection and supportive statements to 
communicate that their feelings are normal 
and okay

 Inquire about existing supports and encourage 
use of these supports, including peer-to-peer 
support

 Connect patient/family with professionals who 
can offer additional resources



Start the Conversation: 
Connect

• “Thank you for sharing…It sounds like this has been a 
really hard time” 

• “It makes sense that you feel this way”
• “Who have you been able to talk to about these feelings?” 
• “Have you talked with other people who have been 

through this?”
• “We have a social worker who meets with many of our 

patients to discuss supports that may be helpful. Would 
you be open to meeting with him/her?”



Common 
Concerns: 
I will open 
Pandora’s 
Box

• Use reflection, focus conversation on available 
supports

• It sounds like things have been really 
tough. What has been helpful in getting 
through this, if anything?

• I’m so sorry to hear that things have been 
so difficult. I really appreciate you sharing 
this with me. We have a social 
worker/psychologist/other MHP who meets 
with many of our families to talk about 
supports that may be helpful. Would you be 
open to meeting with him/her?



Common Concerns: 
I don’t have the 
answers/resources

• Asking/listening is an intervention in itself!

• Consider who may have information about 
resources and offer to make this 
connection



Common 
Concerns: 
I don’t know 
how to 
respond

• Reflect and normalize (try not to cheer up 
or talk about “strength”)

• Communicate that it is okay to talk about 
this, it is okay to show emotion, don’t have 
to be “strong”

• Thank them for sharing

• Ask about available supports

• Connect them with someone who has 
information about resources, if available



Common 
Concerns: 
It’ll feel 
awkward

• How do you ask friends/family how they 
are doing?

• Don’t overthink it

• Start early in relationship

• Describe this as a practice change



Questions



How to Discuss Therapy with 
Patients & Families

Melissa Cousino



Melissa Cousino, PhD 
• Associate Professor, Pediatrics and Cardiac Surgery

• Director, M-COPE, Psychosocial Services, UM 
Congenital Heart Center





1. The 
Validation 

• We ask about your mental health because 
we expect young people with heart disease 
to sometimes experience XXX. 

• Many tell me they feel sad (worried, angry, 
etc.) sometimes… sad about their heart or 
about friends or about other things.

• It can be hard to take medicines and do all 
the things we ask sometimes. Even I would 
have a hard time with… 

• I know a lot of other kids/teens with heart 
disease who have found therapy to be 
really helpful. 



2. The Why 

• Mental health is SO important to your 
heart health. 

• We know from research that sad mood or 
lots of worry can actually impact heart 
health – like blood pressure and 
inflammation. 

• When we take care of our mental health, 
we are more likely to do things that are 
good for our heart, like exercise more and 
sleep better. 



Mental Health IS
Heart Health 
American Heart Association, 2021 

Psychological Health, Well-Being, and the Mind-

Heart-Body Connection

ANXIETY 

CVD Mortality Risk = Increase by 40% 

SOCIAL ISOLATION 

CVD Adverse Events Risk = Increase by 50%

MENTAL HEALTH CONCERNS

Upwards of 65% of teens with medical non-adherence 



3. The Heads 
Up 

• Therapy or counseling is one way to improve your 
mental health. 

• The Heads Up - Process: 
• Our social worker will give you a list of referrals… 
• Luckily, at UM, we have a team dedicated to this…. 

it is that important…
• Use Names/Show Partnership and Familiarity
• I will put in the referral and someone will 

check your insurance and call you in the next 
few weeks from the psychology office to 
schedule. 

• The Heads Up – Challenges: 
• Waitlists, personality “fit” 





4. The Follow 
Up 

• I am so glad we talked about this today. 
Thank you for sharing with me. 

• During our last visit we talked about 
starting therapy… how has that been 
going? 



Questions



Discussion



Team Question
• “How [does] prenatal care/prognosis provided in prenatal period 

continue to affect parents' social emotional health following birth 
into the first several months of life during the interstage period?”



Next Steps
Abby Zier Alyesh



Before Webinar #4

•Try at least one idea you heard on the webinar today
•Normalize, ask, pause, connect, other…?

•Consider ways to share your learning across your clinical setting

Takeaway tests:

•Visit the Roadmap College participant page to see pre-reading
•Report Month 3 data on REDCap by July 29 (including your mid-

point Readiness Checklist self-assessment)

Tasks:



Readiness Checklist



Webinar #4

• Dr. Adrienne Kovacs will speak on 
Webinar 4. What questions would you 
like to ask her?

• Put it in the chat
• Or in your monthly progress report



Evaluation
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