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Have a 'what matters to you’
conversation with someone




Lessons from my mother










“They will check with
~ the nurse if you
| can visit.
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Ruby’s wishes

hitps://www.voutube.com/watch?v=avdBHbVwe9E



https://www.youtube.com/watch?v=avdBHbVwe9E
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Years to life — or life to the years

!

Health

Need of care-
debut

—

b  Years of life

Many factors point to the fact that we are already living longer without a need for help (third age).

The age wave is arriving, but it isn’t equivalent to and increased need for healthcare.
Spijker J, Maclnnes J. Population ageing: the timebomb that isn’'t? BMJ 2013 2013-11-12 23:30:47:347



http://www.bmj.com/bmj/347/bmj.f6598.full.pdf

What matters to you — Form

Patient ID: ]URDIS

What matters to you? How difficult is it for you to perfom the activity?
-

PUT ON THE SOCKS BY MY SELF | b
MAKE MY OWN BREAKFAST / 5
MAKE MY OWN COFFEE 3 }
WALK ALONE USING MY WALKER 3 ]
Average 2 ]

[
l

\ Experienced improvement | ) : ) 2

https://vimeo.com/214148460 N L - pr—



https://vimeo.com/214148460

What matters to staff...2022

NHS Foundation Trust

Royal Free London

world class expertise <% local care



Staff Experience

Included Supported

Royal Free Hospital 1. Identify

What Matters To Staff e

Improvement CyCIe 2. Asses Team

Readiness and
devise time lines

Patient Experience

Divisional / team leaders begin
team discussions to prepare staff
for a WMTY survey

3. Find out ‘what
matters’

8. Staff wellbeing

4. Analysis
on the agenda y

5. Report to Senior
7. Team Plan Team

6. Discuss with
whole Team

: NHS
world class expertise <# local care Royal Free London

NHS Foundation Trust



What would help you prioritise
what matters to you
conversations?




WMTY Conversation Guide

0 Becurious, be kind, be present.
o)

Example of open questions : ‘what matters most to you right now/today/in the
future?’, ‘what'’s worrying you most?’, ‘what/who is most important to you?’, ‘how

can | best support you?', “what makes a good/bad day for you?’, is there anything
| can do to make things better?, ‘is there ‘anything else you think | should know?’
g
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Show you're listening — verbal and non-verbal affirmation
Reflect back what you've heard

Listen for cues - follow up with questions if clarity needed
.
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o Active listening = doing

o Explore quick wins and discuss what may need more planning
o Mutually agree on actions or signposting
o

Sometimes it's not ‘doable’ = but explain why and explore
further what it is that really matters most and what is possible

O Resuscitation
—y Council UK
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How much effort does it take to DO What Matters?

“I wish | had more
information about what
to expect about life after
surgery.”

Involves one
individual or
local team

“I want to get up and
walk around.”

Significant time, planning, structural
or process changes needed

Very Complex,
Complex, but Requires

Small Scale Blue-Sky
Thinking

Simple and Collaboration
Meaningful required,

Just DO it! But do-able

Minimal planning, structural or
process changes needed

“1:1 staffing would be really
nice so we could give people
the attention that the need.”

Requires involvement
from internal or
external teams

“There should be better
signage in the parking
garage.”

The WMTY Matrix was created by
Maureen Bisognano, Karen Turner,
Damara Gutnick and friends 2021



If we make time to ask...

«Staff change practice as a result
~7MNO
60-70% of asking

70-80%

Staff learn something new

«Staff report it enhances their
_QNo
80-90% conversation / connection

: NHS
world class expertise <# local care Royal Free London



HAVE YOU GOT 40 SECONDS FOR
COMPASSION?

56% OF DOCTORS BELIEVE THEY DON'T HAVE TIME
TO TREAT PATIENTS WITH COMPASSION

WHY IS COMPASSION IMPORTANT?

B B~

64% of people have 75% of people Compassion brings Compassion can
experienced experience a feel- personal, improve quality,
unkindness in good sensation organisational and safety and reduce

healthcare helping others patient benefits costs

Sources: Northern Health & Social Care Trust




Will you do anything differently now
when you next have a conversation
with a colleague or a patient?

and / or

Which of the tools do you think you
could use?



Thank You!

mbisognano@ihi.org

For more information and downloadable resources —
please go to wmty.world
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