




These are the principles of the Psychology of waiting, which have been used to make 

changes in waiting rooms, and companies to improve waiting experiences. E.g. 

Disneyland – work the queue, and let people know how much longer the wait is at 

various points in the line. 

Ask the staff about their experiences in waiting rooms – have they ever had to sit in 

an ED waiting room. Can they identify with some of these statements?

It’s hard to play catch up – means once things have become uncomfortable or 

escalated, it is hard to regain control and improve the experience. 
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These are quotes from waiting room experiences are from the research studies 

reviewed for this subject (references in the CIN resource manual) .







ED staff use A to E for assessment, easy to remember the same tool for the elements 

of communication that work successfully in the waiting room. While there may be 

some concern about asking people what they want – (*explore the needs) – studies 

show that by acting proactively to sort out the needs, saves time later when they seek 

you out which you are busy doing something else. 

Remind CINs that education is a key part of the role, particularly for parents, where 

handouts are often available. 





There are cultures where queuing is not done, rather standing and shouting louder, or 

having a higher social standing is the way to get services. Some explanation of the 

approach used in EDs may help people understand the expectations in the ED. This 

should always be done empathetically. 

Following this slide some video excerpts have been inserted. Choose which are most 

appropriate to your setting  to use. 



This scenario displays a relative becoming distressed and aggressive, it does include 

swearing. 

Discuss with the participants how the situation may have been avoided?

What contributed to the incident?  

How would you manage the family / patient following this incident? 
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Explore these questions with the CIN participants. Emphasis the use of ISBAR as an 

effective efficient communication tool to use with other staff – and how it also 

displays a level of professionalism when handing over clinically. 

Discuss strategies to use other’s time respectfully – by having all of the information 

they require at hand, and the approach of `stacking’ a few patients for review at an 

appropriate time. 




