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Comprehensive patient conversations and 
optimized patient interactions build a trustworthy 
foundation for shared decision-making to improve 
health literacy and outcomes in patients with MS1,3
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Open-ended questions

Elicit a thoughtful response from the patient1

Benefit: May bring additional details about the 
patient and/or their understanding to light, and 
allows the HCP to ask more focused follow-up 
questions to gather specific details

Example
“What MS symptoms  
do you experience  
on a daily basis?”
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Teach-back

Asking patients to repeat in their own  
words what they understand and/or need  
to know or do, in a non-shaming way1 

Benefit: Tests how well the HCP has explained 
a concept and provides an opportunity to  
re-teach the information as needed

Example
“I want to check how 
well I explained the 
signs and symptoms  
of MS. Could you tell 
me, in your own words,  
what symptoms to look out for?”

Patient-centric language

Making written and oral information easier  
to understand 1,2 

Benefit: Prevents the patient from feeling 
intimidated or excluded, allows them to 
actively participate in the discussion, and 
eliminates confusion or misunderstanding

Example 
Instead of chronic, you could say 
occurring over a long time

Active listening and paraphrasing

Demonstrate listening, state what has been 
heard, and show understanding without 
implying agreement or evaluating1

Benefit: Offers an opportunity for the patient 
to be sure their HCP correctly understands 
them, providing confidence that their 
message has been heard

Example
“I’m hearing that one of 
the most bothersome 
symptoms for you 
currently is nerve pain in  
your legs. Is that correct?”

Four strategies that can facilitate  
improved patient-provider communication1
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