
Talking less… Listening more…

The 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. 

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

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


“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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What proportion of an 

average conversation 

is taken up by the 

healthcare professional 

speaking?

80%
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On average, how long does 
it take for us to interrupt?

“My employer is paying for the surgery. I’m having a 
speed bump installed between my brain and my mouth.”

12-18 
seconds

https://www.google.co.uk/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwibxOrP_4fbAhVLBcAKHdLWC1YQjRx6BAgBEAU&url=http://academy.justjobs.com/dont-interrupt-me/&psig=AOvVaw0FtO5xIFuYiiGQQlicFI4j&ust=1526483215211143
https://www.google.co.uk/url?sa=i&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwibxOrP_4fbAhVLBcAKHdLWC1YQjRx6BAgBEAU&url=http://academy.justjobs.com/dont-interrupt-me/&psig=AOvVaw0FtO5xIFuYiiGQQlicFI4j&ust=1526483215211143


Intelligent Kindness: reforming the culture of healthcare (Ballat and Campling 2011)
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plass og tid til å lytte…
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Why the movement 
has spread…



Connecting heart, head &  hands

Heart

• Building human will 

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

• Identify key networks

• Identify 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 I 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

How we take care of ourselves



Newcastle University. Anthrozoos, Berg 
Publishing. November 27, 2008

The importance of relationships and kindness



It starts with me….

….treat yourself like someone you are responsible 
for helping!
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Intelligent Kindness: reforming the culture of healthcare (Ballat and Campling 2011)
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What happens when we talk less and listen more?



•More of what mattered to them

•Less of what matters to us.....

= better and longer life



“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

• 35% reduction in ED 
attendances

• £2,400,000 productive 
gain



•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

Decision Navigator

http://onlinelibrary.wiley.com/doi/10.1002/pon.v22.5/issuetoc
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people helping healthcare get better
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WMTY at a national level

Years to life – or life to years?



June 6th 2019 #WMTY19

Make every day a 
WMTY day!


