Talking less... Listening more...

Te foundation of high quality healthcare



Flip the question...

What’s the matter?

¥

| What matters to you?




Listen. Really listen
Coproduction, patient-centered
care, what matters to you —
they’re encoding a new balance of
power: the authentic transfer of
control over people’s lives to the
people themselves.

Dr D.M. Berwick
Era 3 Medicine for
Healthcare

https://www.hhnmag.com/articles/6798-don-berwick-offers-health-care-9-steps-to-
transform-health-care



https://www.hhnmag.com/articles/6798-don-berwick-offers-health-care-9-steps-to-transform-health-care

“The greatest waste...
is failure to use the
abilities of people... to
learn about their
frustrations and about
the contributions they
are eager to make.”

W. Edwards Deming
Out of the Crisis p57




Listen. Really listen...
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On average, how long does
it take for us to interrupt?

12-18

seconds

“My employer is paying for the surgery. I’'m having a
speed bump installed between my brain and my mouth.”
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Intelligent Kindness: reforming the culture of healthcare (Ballat and Campling 2011)




plass og tid til a lytte...




June 61" 2018 #WMTY18



zs # ty17
What www.whatmat wmy

Q“E matters
to you?

0

Imp
9 ARA voq‘)
POR UM CUIDADO

CENTRADO NA PESSOA

Hvad er

vigtigt
for dig?






POR UM CHIDADO

S
2000+ teams



Why the movement
has spread...




Connecting heart, head & hands

Heart

* Building human wiill
through the power of
story telling

« Connecting with values

« Awakening the
emotional being


http://hubguitar.com/articles/head-hands-heart
http://hubguitar.com/articles/head-hands-heart

Connecting heart, head & hands
Head

Strategising:

* Impact on outcomes and
performance

* |dentify key networks

* |dentify key hierarchies

 Aligning with strategic
and political imperatives



Connecting heart, head & hands

Hands

* How things could be,
how things should be...

* Generating will to
action...

« What | can do now...


http://hubguitar.com/articles/head-hands-heart
http://hubguitar.com/articles/head-hands-heart

Heart... Head... Hands...

» Focus on the why? ( Hvorfor?)

» Keep rules of participation ambiguous
and open to interpretation

» Harness the power of the network and
the hierarchy

» Strategic use of story-telling

> Follow the energy. Enthusiastically
welcome all-comers - the people who
come are the right people!


http://hubguitar.com/articles/head-hands-heart
http://hubguitar.com/articles/head-hands-heart

How we take care of our patients

How we take care of each other
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It starts with me....

....treat yourself like someone you are responsible
for helping!
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What happens when we talk less and listen more?

e NEW ENGLAND
JOURNAL of MEDICINE

The NEW ENGLAND JOURNAL of MEDICINE

‘ ORIGINAL ARTICLE

Early Palliative Care for Patients with
Metastatic Non—Small-Cell Lung Cancer

Jennifer S. Temel, M.D., Joseph A. Greer, Ph.D., Alona Muzikansky, M.A.,
Emily R. Gallagher, R.N., Sonal Admane, M.B., B.S., M.P.H.,
Vicki A. Jackson, M.D., M.P.H., Constance M. Dahlin, A.P.N.,
Craig D. Blinderman, M.D., Juliet Jacobsen, M.D., William F. Pirl, M.D., M.P.H.,
J. Andrew Billings, M.D., and Thomas ). Lynch, M.D.
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‘More of what mattered to them
| ess of what matters to us

= better and longer life

Standard care
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Figure 3. Kaplan—Meier Estimates of Survival According to Study Group.
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“Medicine must be made sensitive
to the values of individual patients”




Patient-Centred Care Team (PaCT)
NHS Lothian

Focusing the conversation on what really matters and creating
personalised anticipatory care plans for people who frequently attend the
Emergency Department and for people with complex long term conditions
at high risk of admission to hospital.

* 33% reduction in bed
days

e 35% reduction in ED
attendances

* £2,400,000 productive

gain




Decision Navigator

Greater confidence &
satisfaction with
consultation

Fewer regrets

*30% less surgery &
chemotherapy

*Those who did suffered
fewer side effects

Hacking et al; Psycho-Oncology
Volume 22, Issue 5, pages 1017-1024, May 2013



http://onlinelibrary.wiley.com/doi/10.1002/pon.v22.5/issuetoc
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Codesign of
health services ¢ PROECTSET-UP

set up

celebrate
success!

engage staff

& ga ther . ) @
i TERVIEW 12-15 FILMED
INTERVIEWS 215 FILM
experiences e EBITED 30 MIN NARRATIVE
' ONS “TRIGGER FILM INTERVIEWS

form focused
co-design
teams

engage patient
& gather
experiences

co-design meeting

DEEPER, LONGER
TERM CHANGES TO
ATTITUDES AND BEHAVIOURS

Infagraphic designed by Will Stahl-Timmins for The BM)L £ 2015,

Experience-based co-design toolkit

For the full toolkit go to www.kingsfund.org.uk/ebcd



people helping hea"lthcareget better
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Care
Opinion

What's your story?

Tell your story About us

eg Leeds General Infirmary, heart surgery, depression, S3 8EN

| made sure my mum i Now the staff know how g Your stories help me to
could keep in touch 3 they helped our family d f = 8| keep improving

Featured stories » View latest stories Patient Opinion in 2 minutes

@ A short animation about Patient Opinion

“Through the tears that night | was still able STORY HAS A RESPONSE

to laugh, thanks to those nurses” -

About: Dumfries & Galloway Royal Infirmary / Paediatrics

"They repaired the outer bandage skilfully, B

reassured me; then rushed off to their next ‘
case”

Who's listening toyour
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Select Language " d Contrast:

Care

L ] L ]
°p| nion Share your experiences of UK health and care services, good or bad.
What's your story? We pass your stories to the right people to make a difference.

Tell your story About us » Search p Search for stories about..

" Response from Nicole Bauwens, Nurse Manager, 2 We have made a
Pe rfU m Neonatal (Children's Division), NHS Grampian last change

month

Dear Caryn, thank you so much for taking the time to bring this to my

attention.
Abour: Aberdeen Mat

Sensory stimulation including smell are so important for our vulnerable
. _ babies and perfume is not an appropriate stimulant. | will discuss this with
While | recognise the am o )
you arrive fora cuddle w  the clinical team and can reassure you that practice has changed from

overpowering perfume! |

p Posred by Caryn {353 t

today - clinical staff will no longer wear any perfume to work.

perfumes round these lit

Without feedback, nothing would progress or change within my service.
Feedback is so vital, thank you for advocating as a parent for your baby.

More about:

neonatal

¥ More tags

58 people think this response is helpful Was this response helpful? Yes | No

b Respons._




(\ m Care

My 90 year old wife of 69 years had end stage dementia and was a resident in a local

nursing home. It broke my heart to not be able to go see her as she was upstairs in
the home and the lift was broken but the nurses happily spoke to the staff in the
home for updates.

We were in a side room and the next day the SCN from Lindsay Ward came to see me
and explained my care was beina transferred back to Avr staff so | could remain with

my wife and a secon = could be nursed
Meost comforting to ’ | our beds together to

createadoubleand . ..__ . _ . _, ...l 0, ciciciiig ..—. In My arms and reassure
her | was there something | had not been able to do for some time since she entered

the nursing home.

Maost of all | am grateful for the opportunity to have spent the last nights of her life

with her in my arms as we had done for oh so many years prior to her leaving for the

nursing home.




WMTY at a national level

Years to life — or life to years?



Hvaer
viktig
fordeg?

June 6" 2019 #WMTY19

Make every day a
WMTY day!




