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Objectives

• Understand the power of a personalised approach to change: we should not 
assume that one size fits everyone

• Show how behavioural science concepts can be applied to a wide variety of 
challenges within the healthcare setting

• Use the knowledge from this session to design interventions that inspire 
change

• Feel equipped to incorporate meaningful co-design into future improvement 
initiatives



Think 10 seconds
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Who’s who?



Think 10 seconds



This Photo by Unknown Author is licensed under CC BY-NC-ND
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What Matters To You – Compassion Rounds
Creates safe, smooth, and compassionate transitions to home

Reduces readmissions due to lack of care, medication issues, & social needs



Jarle, a story about change
From two helpers in all daily activity to his own flat, making his own coffee

• Look who came by for coffee
• Putting «What matters to you-conversations» in 

to the whole system
• Using «What matters to you-form»(PSFS), its

about:
• Ask what matters to you
• Listen and create goals together with

patients
• Create actions that the patient believes can

improve health, level of functioning and 
coping

• Ask again to find if you have improved
• Build change through QI and learning from the

best examples



What If We Gave Patients the Skills and Knowledge to Care 
for Themselves?

- Self-care program for 
patients recovering from 
surgery, involving them in 
their own care

- Over four years:

• 28,000 fewer bed days

• $40 million in savings 

• 47% reduction in 30-day 
readmission rates

Bhavan, Kavita. "What If We Gave Patients the Skills and Knowledge to Care for 
Themselves?" IHI Open School. Institute for Healthcare Improvement.



Clarence Blackmon



Flipped Discharge

Buurtzorg

Backpack Nurse

CAPABLE

Hospital at Home



What Can You Do?

• Ask “What matters to you?”

• Take a patient home, as Anders does

• Start Rosie’s Compassion Rounds 

• Follow up to see how the person is doing at home, and ask: 

o “What are you having for dinner tonight” 
o “Do you have meds for the week?” 



What Matters to You (WMTY): 
Creating change within our healthcare system one conversation at a 

time



What Matters to Us

Hi I’m Helen Lee
• My 3 boys, family, friends & 

my 2 dogs!  
• Passionate about people 

receiving high quality health 
care and improving care 
with people with lived 

experience

Hi, I’m Karen Turner. 
• Important people in my life are my 

two teenage girls, my family and 
my pet rabbit. 

• Supporting teams to improve their 
staff and patient experience by 
asking, listening and doing what 

matters.  

Hi, I’m Claire Snyman.
• Family, friends and being out 

in nature! 
• Patient & healthcare 

collaboration and embedding 
an understanding of what 

matters most to people across 
healthcare

Take out?



See individuals 
as people

Direct impact on 
patient care and 

quality of life

Key driver of 
people-centred 

care

Gives agency
Sustainable 

culture change

Follows patients 
across their 

dynamic journey

Why is creating a culture around WMTY important?



One conversation at a time 

Try it yourself

Start with colleagues

Weave it into systems and structures

How do you build WMTY into the culture of an organisation?



Top tips and pit falls

Find champions

Exec sponsor

Takes time but keep focused 

Don’t get disheartened

Collect stories that show impact

Avoid a tick box at all costs - needs to be meaningful 

Join up with others who are doing the work



23 |

What matters to you? 
#WMTY24 6th June 2024 WMTY International Day What Matters 

To You? - (wmty.world)

Introduction to WMTY: Jason Leitch TED talk [10mins]

https://www.goshadow.org/wmty 

https://healthqualitybc.ca/patient-community-
voices/what-matters-to-you/ 

WMTY Slide graphic from British Columbia

What Matters to You 6th June 2024

https://wmty.world/
https://wmty.world/
https://www.youtube.com/watch?v=H_Z1ZvjlKDE
https://www.goshadow.org/wmty
https://healthqualitybc.ca/patient-community-voices/what-matters-to-you/
https://healthqualitybc.ca/patient-community-voices/what-matters-to-you/


WMTY World community



THE CHANGE LAB
Applying behaviour insights to solve healthcare challenges 



What is the Change Lab?

Academic rigor, 
conduct of 

research, data 
analytics and 
dissemination

Access to 
frontline, 
clinical 

expertise &
test bed for 
innovations

Expertise in 
behaviour 

change and 
intervention 

design 



Embedding behavioural science 
into quality improvement work 

• Individuals don’t always make the healthiest / safest choice - even if they intend to do so

• Behavioural Science can help to make these choices easier and preferable for 

individuals

• Understanding the determinants of a behaviour lead to more effective intervention 

design and implementation



Our methods

TARGET EXPLORE SOLUTION TRIAL SCALE



The importance of co-design

- Problem setting 

- Deciding on the target behaviour 

- Understanding the barriers 

- Engagement with the process 

- Bring together a range of expertise 

- Invested in the outcomes 

- Pathway to scale 



PROJECT 
EXAMPLES 



Providing feedback to nurses to 
improve use of Barcode Medication 
Scanning Software 

- Target Behaviour: Scanning medications during ward rounds 

- Explore: Qualitative Interviews with nursing staff and patients 

- Solution: Feedback intervention 

- Trial: Implemented on five wards, rest of hospital acting as a control 

- Scale: Ongoing 



“Last week, the medication scanning rate on our ward was XX%. This is an increase from XX% the week 

before. Well done! 

 

The top two scanners on insert ward name here last week were …. and …., who both scanned more than 

100% of their medications. Don’t forget there are a few ways you can score over 100%, including by 

scanning patients’ own medications.   

 

Insert number nurses improved their scanning rates over the last week. The two nurses who improved 

their scan rate by the most were …. and … ! Well done!

 

This week everyone should focus on ensuring all oral medications are scanned.”  







Improving hand hygiene 
compliance
- Target Behaviour: Compliance with WHO Moments 1 and 5 for hand hygiene

- Explore: Observation on three target wards 

- Solution: Visual prompts at key locations

- Trial: Implemented on three wards, observation of effect

- Scale: Rolled out across Imperial College Healthcare NHS Trust 



Improving hand hygiene 
compliance



Improving hand hygiene 
compliance



Reducing inequity in outpatient 
attendance 

- Target Behaviour: Reducing DNA’s in groups 

most affected by inequity 

- Explore: Qualitative interviews with patients 

and NHS staff

- Solution: Co-design of text message 

interventions, informed by barriers 

- Trial: Randomised controlled trial in 5 

outpatient departments 

- Scale: Recommendations to Imperial College 

NHS Healthcare Trust 



Reducing inequity in outpatient 
attendance 
Behavioural science 
informed text messages 
and web pages

1. Help with transport to your 
appointment

2. Help with getting info on 
reimbursement for your travel 
costs to appointment

3. What to expect at your 
appointment



Can be applied to a range of 
healthcare challenges

Improving uptake of 
COVID-19 
Vaccination through 
modifications to 
letters and text 
messages Considering how 

best to invite high 
risk men to attend 
for prostate cancer 
testing

Generating a 
communication 
strategy to improve 
staff vaccination 
rates

Improving uptake of 
digital consent for 
surgical procedures 

Co-designing a 
communications 
strategy for 
Antimicrobial 
Resistance 



How to build in behavioural insights 
into quality improvement work 
- Take time to understand the behaviours and their determinants

 

- Lots of frameworks available 

- EAST

- Tests 

- Mindspace 

- Involve users at every step of the journey 

- Test and evaluate as robustly as possible 



www.changelabinnovations.org
changelab@imperial.ac.uk 





Change really does happen one person at a time...

What matters to you? International Day 6th June 
2024
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