
 
 

 

WITH HELP FROM A SPANISH 
INTERPRETER, JEAN HENDERSON 
LISTENED TO A FAMILY REVIEW 
CONCERNS RELATED TO THEIR 9-
MONTH-OLD CHILD'S TREATMENT 
FOR COVID-19. WHEN REVIEWING 
MEDICATIONS, THEY REALIZED A 
MISCOMMUNICATION HAD 
OCCURRED. 
 

Jean Henderson, a nurse and pediatric 
care coordinator, infuses empathy and 
thoughtfulness in her interactions with 
patients, family members, visitors and 
staff. Through her work in Community 
Pediatric and Adolescent Medicine, she 
helps parents and guardians participate 
in their children’s care plans, and serves 
as an advocate for families and a liaison 
for Mayo Clinic care teams in Minnesota 
and Wisconsin. 

Henderson’s communication skills form 
rich dialogues often layered with new 
details that can help solve medical 
puzzles. 

One example came during a recent 
telephone conversation. The mother of a 
nine-month-old patient was discussing 

her child's progress when the 
conversation took an unexpected turn. 

Earlier that day, the parents took their 
child to the Emergency Department at 
Mayo Clinic Health System in Red Wing, 
Minnesota, to evaluate the child's fever 
and abnormal fussiness. Since Spanish 
was their principal language, the family 
requested an interpreter to support 
translations throughout the visit. 

Following a checkup and a positive 
COVID-19 test result, a consultant 
determined the baby's care plans. The 
parents stated that they were comfortable 
with the next steps and understood the 
weight-based dosages for Tylenol 
(acetaminophen) and Motrin (ibuprofen). 
Their son was shortly discharged and 
returned home with dosage guides for 
over-the-counter fever and pain 
medications. 

Henderson and an interpreter later called 
the mother to check on her son's 
progress and to provide COVID-19 
education after their emergency 
department visit. 

The mother said her child was doing well 
and that she was giving Tylenol and 
Motrin for his fevers. 

Henderson's practice is to confirm the 
doses of Tylenol and Ibuprofen parents 
are giving their infant or child. She finds 
that many parents do not have the dosing 
information correct. When the child's 
mother stated the Ibuprofen dose, 
Henderson knew right away it was not 
correct. She continued to explore the 
situation. 

Her “aha!” moment occurred when the 
mother mentioned identical dosages of 
Tylenol and Motrin. Henderson and the 
mother began piecing together their 
observations to determine where the 
error occurred: 

• The weight-based dosage guides 
contain an easy-to-misinterpret 
statement that reads, "You can 
alternate these medications." 

• The infant's after-visit summary was 
written in a Spanish-English hybrid, 
with English as the main language, 
for the Spanish-speaking household. 

Nurse’s empathic listening reverses dosing 
error, prompts translations for future patients 
September 26, 2022 

 
 



 
Mayo Clinic                  Nurse’s empathic listening reverses dosing error, prompts translations for future patients 
 

• The parents tried using these two 
resources and mistakenly matched 
the amount of Motrin with the Tylenol 
dosages. 

Henderson contacted Paige Partain, 
M.D., an on-call pediatrician, who 
confirmed their findings and gave the 
correct weight-based dosages of Motrin 
and Tylenol for the infant, along with 
overnight remedial actions to counteract 
the Motrin in his system. 

Mayo’s 5 Safe Behaviors in action 

Henderson's actions and approach are a 
strong example of Mayo Clinic's Culture 
of Safety in action. By paying close 
attention to the mother’s concerns, she 
identified and articulated significant 
details in the patient handoff to Dr. 
Partain. This led to a time-sensitive 
intervention before more incorrect 
dosages were administered to the 
vulnerable 9-month-old. 

Henderson's "Good Catch" recognition 
from Ramar Kannan, M.B.B.S., M.D., 
Mayo's chief safety officer, and the 
Patient Safety team launched an 
enterprise effort to offer more translations 
for patient discharge materials. 

3 medications translated into 4 
languages 

Mayo Clinic now has acetaminophen, 
diphenhydramine and ibuprofen weight-
based dosage guides available for 
patients whose first languages are 
Arabic, Karen, Somali or Spanish. This 
effort strengthens Mayo's equitable 
services and inclusive experiences for all 
Mayo Clinic patients and staff. 

Learn more 

Review Mayo Clinic's Culture of Safety 
intranet site to learn more about Mayo's 
“5 Safe Behaviors,” “Fair and Just 
Culture,” and more. 

 

 

 

 
 
 
 


