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I Just Don’t Have Time to Sit

“Patients value the interpersonal aspects 
of the clinician-patient relationship, such 
as communication, compassion and 
the overall sense of being treated with 
respect. ”

'U��2UVLQL�LV�D�IXOO�WLPH�ERDUG�FHUWL¿HG�QHRQDWRORJLVW�DQG�
expert in compassionate communication in medicine. He 
is currently the Vice-Chairman of Neonatology at Winnie 
Palmer Hospital in Orlando, FL. He also serves as the 
President of Breaking Bad News (BBN), the organization 
KH�IRXQGHG�LQ������WKDW�RႇHUV�WUDLQLQJ�VHUYLFHV�WR�HGX-
cate professionals in the art and science of compassion-
ate communication. Founding BBN was the culmination 
of his lifelong passion and over 20 years of research 
and development. The resulting philosophy, now known 
as The Orsini Way utilizes proven techniques on how 
to communicate with patients and families in the most 
HႇHFWLYH� DQG�FRPSDVVLRQDWH�PDQQHU��+LV�PHWKRGV�DUH�
used by thousands of healthcare professionals to suc-
cessfully help professionals build relationships with pa-
WLHQWV��QDYLJDWH�WKURXJK�GLႈFXOW�FRQYHUVDWLRQV�DQG�LP-
prove the overall patient and customer experience. 

Dr. Orsini’s interest in compassionate communication 
began early in his medical training where he was drawn 
WR�WKH�VSHFLDOW\�RI�QHRQDWRORJ\�WKDW�UHTXLUHG�KLP�¿UVW�WR�
become a pediatrician. He saw the opportunity to help 
people through more life and death crises presented 
by specializing in neonatology. He received his D.O. in 
Medicine from Philadelphia College of Osteopathic Med-
icine. Profoundly impacted by his early career experi-
ence and the discovery that even the most successful 
DQG�ZHOO�UHVSHFWHG�GRFWRUV�FRXOG�QRW�RႇHU�JXLGDQFH�RQ�
communicating catastrophic news, Dr. Orsini began de-
veloping the teachable techniques that evolved into the 
Orsini Way. After medical school, Dr. Orsini completed 
his training in pediatrics and neonatology at Thomas 
-HႇHUVRQ�8QLYHUVLW\� +RVSLWDOV� LQ� 3KLODGHOSKLD�� 3$�� +LV�
next move to NYU Langone Medical Center as Assistant 
Professor of Clinical Pediatrics and Attending Neonatol-
ogist, allowed him to further develop his teaching exper-
tise. Prior to joining Winnie Palmer Hospital, he served 
as a neonatologist for Atlantic Health Systems in Mor-
ULVWRZQ��1-��ZKLFK�ODWHU�EHFDPH�WKH�¿UVW�%%1�&HQWHU�RI�
Excellence.

https://www.bbnprogram.com/about-us/leadership/

Patient Satisfaction is one of the hottest topics in medicine 
WRGD\�� VLJQL¿FDQWO\� DႇHFWLQJ� UHLPEXUVHPHQW�� FRPSOLDQFH� ZLWK�
treatment plans, clinical outcomes and even the risk of mal-
SUDFWLFH� ODZVXLWV�� ������ � ,Q�RUGHU� WR�VXUYLYH� LQ� WRGD\¶V�SDWLHQW�
centered, competitive healthcare system, it is essential for any 
healthcare provider to achieve and maintain high patient satis-
IDFWLRQ�VFRUHV��7KH�RYHUDOO�SDWLHQW�H[SHULHQFH� LV�VR� LPSRUWDQW�
WKDW� LQ� D� UHFHQW� OHDGHUVKLS� VXUYH\�� ���� RI� WRS�OHYHO� KRVSLWDO�

Anthony Orsini, D.O. H[HFXWLYHV�KDYH�LGHQWL¿HG�HQKDQFLQJ�WKH�SDWLHQW�H[SHULHQFH�DV�
ZDV�RQH�RI�WKHLU�KLJKHVW�SULRULWLHV�����

But what is the main driver of a patient’s overall satisfaction? 
Contrary to common belief, it is not the aesthetics of the hos-
SLWDO�QRU�WKH�DPHQLWLHV�RႇHUHG��,W�LV�QRW�WKH�IRRG�RU�HYHQ�DFWXDO�
wait times. (6)  According to Press Ganey, the nation’s leading 
provider of patient satisfaction surveys, the ability of a clinician 
to communicate and build rapport with his/her patients ranks 
consistently as one of the top predictors of patient loyalty and 
therefore patient satisfaction. (7)

7KLV�VKRXOG�QRW�EH�VXUSULVLQJ��3DWLHQWV�YDOXH�WKH�LQWHUSHUVRQDO�
aspects of the clinician-patient relationship, such as communi-
cation, compassion and the overall sense of being treated with 
UHVSHFW��8QOLNH�GHFDGHV�SDVW��WRGD\¶V�SDWLHQW�ZLOO�RIWHQ�IDYRU�D�
physician with a good bedside manner over one with a reputa-
tion for being an excellent clinician. It is therefore imperative 
that all physicians, nurses and team members learn how to 
EXLOG�UHODWLRQVKLSV�ZLWK�SDWLHQWV�E\�FRPPXQLFDWLQJ�HႇHFWLYHO\�

7KHUH�DUH�PDQ\�FRPPXQLFDWLRQ� WHFKQLTXHV� WKDW�D�KHDOWKFDUH�
professional can learn to help form relationships with their pa-
WLHQWV�� HYHQ� LQ� D� YHU\� VKRUW� SHULRG� RI� WLPH�� 7KH� HDVLHVW� VNLOO�
to learn and perhaps the most important of all communication 
WHFKQLTXHV�LV�WR�VLPSO\�6,7�'2:1��

Sitting down and having a conversation with a patient sends 
the non-verbal message that their provider is not in a hurry 
and genuinely wants to hear what he/she has to say. It tells the 
patient before a word is spoken, that their clinician is genuinely 
interested in him/her as a person and is not anxious to rush 
RXW�WR�WKH�QH[W�SDWLHQW���6LWWLQJ�GRZQ�LV�WKH�¿UVW�VWHS�LQ�IRUPLQJ�
a relationship and the bedrock of which compassionate com-
munication is built.

Although multiple studies have validated that a seated posture 
enhances rapport and evokes a sense of interest, compassion 
and increased satisfaction, any astute observer would note that 
this practice is rarely seen in a hospital setting. Providers fear 
WKDW�VLWWLQJ�GRZQ�ZLOO�VORZ�WKHP�GRZQ��7KLV��KRZHYHU��LV�QRW�WKH�
case.  A 2012 study by Swayden et al. compared patient per-
ception of provider time to actual time spent at the bedside. Re-
searchers found that although physicians spent slightly more 
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time in the room standing compared to sitting, the patient’s 
SHUFHSWLRQ� RI� WLPH� VSHQW� LQ� WKH� URRP�ZDV� VLJQL¿FDQWO\� ORQJHU�
when the physician sat down. In addition, patient comments 
ZHUH�SRVLWLYH�����RI�WKH�WLPH�ZKHQ�WKH�FOLQLFLDQ�VDW�GRZQ�FRP-
SDUHG�WR�RQO\�����SRVLWLYH�FRPPHQWV�ZKHQ�WKH�SURYLGHU�VWRRG��
7KLV� VWXG\� IXUWKHU� HPSKDVL]HV� WKH� LPSRUWDQFH� RI� QRQ�YHUEDO�
communication. Although a physician may not feel personally 
rushed, the act of standing during an encounter creates the 
misperception of hurriedness. Providers therefore should no 
longer fear losing time by sitting. (8) 

7R�IXUWKHU�FRQ¿UP�WKH�UHODWLRQVKLS�EHWZHHQ�VLWWLQJ�DQG�WKH�RYHU-
DOO�SDWLHQW�H[SHULHQFH��/LGJHWW�HW�VWXG\� WKH�HႇHFW�VLWWLQJ�GRZQ�
has on patient satisfaction scores. In the “Commit to Sit” study, 
researchers found that simply requiring nurses to sit with pa-
tients at least once per shift, contributed to an increased per-
ception of compassion by patients and families resulting in a 
VLJQL¿FDQW�LPSURYHPHQW�LQ�SDWLHQW�VDWLVIDFWLRQ�VFRUHV����

So whether you are a physician, nurse or other healthcare pro-
YLGHU��WKH�QH[W�WLPH�\RX�YLVLW�D�SDWLHQW¶V�URRP�6,7�'2:1���<RX�
will build better relationships, improve patient satisfaction and 
save time. 
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Disclosure: Dr. Orsini is president of BBN, the organization he 
IRXQGHG�LQ������WKDW�R௺HUV�WUDLQLQJ�VHUYLFHV�WR�HGXFDWH�SURIHVVLRQDOV�
in the art and science of compassionate communication.
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“Although multiple studies have 
validated that a seated posture enhances 
rapport and evokes a sense of interest, 
compassion and increased satisfaction, 
any astute observer would note that 
this practice is rarely seen in a hospital 
setting.”


