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A: ACKNOWLEDGE
Acknowledge what happened and the impact.

S: SORRY
Provide a sincere apology / expression of regret.

S: STORY
Listen to their story without interruption and
acknowledge your understanding of what they
have said.

I: INQUIRE
Encourage questionsand provide factualanswers,
as available.

S: SOLUTIONS
Discuss and agree solutions and next steps.

T: TRAVEL
Maintain communication and continue to provide
support. Follow through on actions agreed.

The Assist Model of Communication was developed by the Medical Protection Society
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