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What is Implicit Bias? 

Positive or negative attitudes or stereotypes affect our understanding, 
actions, and decisions in an unconscious way. 

How are biases formed? 
Bias is formed based on may factors in our 
lives, such as our experiences, our 
environment, and our sense of self. 
 
 
 

What is the impact? 
Microaggressions – statements, actions, or 
incidents that are indirect, subtle, or unintentional 
discrimination against members of a marginalized 
group – can sometimes be the result of implicit 
bias. 
 

Everyone has implicit bias. 

Patient/Customer Bias 
Employees can experience microaggressions from patients and/or customers due to implicit bias. This can 
make the relationship difficult. It can also affect the employee’s mental health and disrupt high quality care. 

How should you respond? 

Reflect: Repeat what the patient said exactly. “You asked me how long I’ve been in the country?” 

Restate: Ask for clarity. “It sounds like you might be concerned about my 
qualifications.” 

Reject: If necessary, calmly and professionally 

tell the patient that you are a qualified professional 
who is there to provide care/service. 

“My job is to provide the highest quality care/service for 
you today. I can assure you that I will do just that.”  

Redirect: Change the subject to redirect the 

patient/customer back to the issue at hand – their 
health. 

“Let’s talk about why you’re here today and how I can 
help you.” 

Report: Let your leader know when you 

experience microaggressions from a patient or 
customer. Ask for their support if necessary.  

“I’d like to tell you about what happened earlier today. I 
could use some support.” 

 

Implicit Bias impacts our patients, colleagues, peers, and everyone we interact with at  

M Health Fairview. 

Being aware of it is the key to changing it. 
Consider how your biases are formed. How can you be more aware of your biases? 


