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WELCOME! 



#CANBC 

Webex:  Chat Introductions 
• We invite you to introduce yourself in the chat 

panel. 
• Let us know your name and where you are 

from! 



#CANBC 

“WHAT MATTERS TO YOU” Day? 
June 6, 2017 

Ask What Matters.  
Listen to What Matters.  

Do What Matters. 



#CANBC 



#CANBC 

Deadline to order resources is 
May 26th.  

Get your orders in !!! 



New WMTY Day Resources  

Header and footer 
images available for 
download for your 
email signatures 

•  WMTY Ideas list to be posted on the website soon!  



WHERE IN THE WORLD DID 
THIS IDEA COME FROM? 



Shaun Maher 
 
Strategic Advisor for 
Person Centred Care 
and Improvement,  
 
NHS Scotland 



#wmty17 





“…By focussing 
on what matters 
to people we will 
raise the quality 
of healthcare 
from the current 
high standard to 
world-leading…” 



Dr Catherine Calderwood, Chief Medical Officer for Scotland 



“We need to listen, really 
listen; not just hear what 
suits us…. When we focus 
on what truly matters to  
the person and have that ‘what matters to you?’ 
conversation, that is what will make all the 
difference” 

Professor Fiona McQueen, Chief Nursing Officer for Scotland 



What’s holding us back? 

http://www.google.co.uk/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwiWi6m82N7TAhUCuBoKHbYwCe8QjRwIBw&url=http://mediamarathoning.com/media-loves-and-the-seven-year-itch/ball-and-chain/&psig=AFQjCNHaJ3r367jHca41POzXglswrqv3Zg&ust=1494277705417500




 



Purpose 

Human  
Needs 

Swensen, Kabcenell, Shanafelt. J Healthcare Management.61:2;105-127 2016 
Maslach, Leiter. World Psychiatry. 2016;15(2):103-111. (Vigor, Dedication + Absorption) 

Camaraderie 

A great place to 
work! 

Control 



Intelligent Kindness: reforming the culture of healthcare (Ballat and Campling 2011) 



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

The importance of relationships and kindness 



Doyle, (2013). British Medical Journal, 3(1). Hsu, I, et al. (2012) Patient Education Counseling. 
88(3). Cosley, Journal Experimental Social Psychology 46.5 (2010) 816-823 

 
   

         
 
 
 

   

↓ Pain 
↓ Anxiety 
↓ BP 
↓ LOS 
↓Readmissions 
↑ Wound healing 

The milk of human kindness…. 

http://www.google.co.uk/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwi35sim_bTRAhWEfxoKHYVmB3oQjRwIBw&url=http://www.nytimes.com/2009/11/24/science/24angier.html&psig=AFQjCNEn9fseYQkXJFOzG6rsoe77RDunOw&ust=1484048324976892
http://aboutfacecorp.com/wp-content/uploads/2014/07/Promo-ServiceRecoveryPlan-AboutFace-7-11-14.pdf
http://aboutfacecorp.com/wp-content/uploads/2014/07/Promo-ServiceRecoveryPlan-AboutFace-7-11-14.pdf




Depth 
500+ teams across Scotland 



Depth 
500+ teams across Scotland 



Breadth 
21 million Twitter accounts 
1000 teams 
15 Countries 

 
 
 
 







 



 



 



 





 
 





Robert Murphy 
“The Big Yin” 
1964  - 2013 



“Robert, what are the things that are really important 
to you?” 



 “The wee yin”   (Donna) 

 “Celtic Football Club” 

“People being positive 
around me” 

“Sleeping in my own bed  - 
not stuck in hospital!” 



Spending precious time at home 
• Flip your perspective and 

language 
• Flip the way you design & 

deliver care 
• Flip your measures 
• A clear aim  
• Listen carefully 
• Challenge accepted 

norms 
• Test, test, test! 
• Measure what matters! 



It really makes a difference 

It really matters… 



Compassion and competence 



SHERRY LYNCH 
SELF-MANAGEMENT BC 



42 

Self-Management BC  
supports  

“What Matters to YOU?”  



What Matters to YOU? 

Patient-level strategies 
Health care provider-level strategies 
System-level strategies  

43 



 
 
Self-management refers to the behaviours that 
individuals engage in outside the health care context. 
 
 
Self-management support refers to how individuals are 
supported in their self-management goals and activities 
by health care providers.  

Distinction 



Common Problems for People with   
 Chronic Conditions  

 Problems with medications 
 Not being able to do things  
 Difficulty dealing with health care professionals  
 Difficulty breathing 
 Trouble sleeping 
 Pain 
 Fatigue 
 Isolation 
 Worry about work, finances 
 Life seems unpredictable 
 Depression, anger, frustration and fear 
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Premise of self-management 
 Both patients and health care providers have a 

responsibility to focus on the patient’s main concerns 
 Patients can learn to communicate their main 

concerns to health care providers  
 Health care providers can use their skills to 

encourage patients to share main concerns 
 The health care system can support this interaction 

46 



Patient-Level: Self-Management 
Programs 

 
 
 
 
 
 
 

Self-management programs are based on needs expressed 
by patients. 
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• Chronic Conditions in English, Chinese, Punjabi and Aboriginal 
• On-line Chronic Conditions 
• Chronic Pain 
• Diabetes in English, Punjabi and Chinese 
• Cancer: Thriving and Surviving 

 
• Health Coach Program  



Self-Management Programs in BC  
April, 2000 to December, 2016 

 
 
 
 

Leader Training workshops 614 

Leaders Trained 5,663 

Workshops Conducted 2,882 

Total Program Participants 33,022 
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Patients Learn Essential Skills 

49 

 
Action planning 
Problem solving 
Making difficult decisions 
Working with health care providers 

and the health care system 
 



Health Care Provider-Level: 
Training for Clinicians 

 
Clinicians can incorporate self-

management support strategies in 
addition to their clinical and medical 
expertise 
This interaction brings about improved 

clinical and functional outcomes  

50 



The Expanded Chronic Care Model 

51 



Clinician initiated interaction 
Establish a visit agenda  

 
Clinician: Hello Mary, we have fifteen minutes together 
today. I need to speak with you about your medication. 
What is it that you would like to speak to me about?  

 
This enables both the patient and the clinician to 
express their priority concerns. 

52 



Clinician initiated interaction 
Establish Rapport - Scenario One 
 
Clinician: Hello Mary, what brings you here today? 
Mary: I have a terrible headache. 
Clinician: Oh my goodness Mary.  
 - Where is the pain?  
 - How long has it been hurting?  
 - How severe is it on a scale of 0 to 10?  
 - What have you been doing for the pain?  

53 



Clinician initiated interaction 
Establish Rapport – Scenario Two 
 

Clinician: Hello Mary, What brings you in here today? 
Mary: I have a terrible headache. 
Clinician: What else? 
Mary: I am having trouble sleeping at night. 
Clinician: What else is happening in your life? 
Mary: It’s my son. I am worried. I think he is using 
drugs. 
 

This interaction enables Mary to express “what 
matters to her!”  
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What is Patient-Centred Care? 
It’s relationship-based care that meets the individual patient and family 
needs, preferences and priorities.  

 
Core Principles of Patient-Centred Care 

Dignity and Respect - active listening, honor choices and decisions, 
attention to family values, beliefs, and cultural norms  
Information Sharing - communicating accurate and complete 
information, validating what patients have heard and understood   
Participation - encouraged/supported in making decisions to their own 
comfort level   
Collaboration - have meaningful opportunities to engage with care 
providers in QI, policy and program development, evaluation, system 
redesign, professional education, and delivery of care 

 

System-level: Patient Centred Care 



Nine tasks to ensure you get at what matters 
 

56 

1. patient expresses all his or her concerns during the encounter 
2. clinician addresses patient’s priority 
3. clinician and patient share models of disease and symptoms 
4. clinician and patient share goals for treatment 
5. clinician and patient agree on treatment goals and set priorities 
6. clinician and patient share models of treatment 
7. clinician and patient identify anticipated barriers  
8. clinician and patient plan how to overcome anticipated barriers  
9. clinician provides written information  
 
Source: Lawren H. Daltroy, 1993 
 
 



How Self-Management BC is 
participating 

57 

Participants in community programs and the 
general public (health fairs) are being given the 
What Matters to You? pocket cards. 
 



Social Media  

58 

In the Loop e-newsletter for public (n=4027) 
  
The LINK e-newsletter for volunteers (n=1,300)  
 
Facebook and Twitter 
 
Self-ManagementBC website  



Thank you for the opportunity 
to share today! 
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 Toll-Free Line:        1-866-902-3767 
Lower Mainland:      604-940-1273 

selfmgmt@uvic.ca 
www.selfmanagementbc.ca 



Deadline to order resources is 
May 26th.  

Get your orders in !!! 



#CANBC 

Next webinar is May 31st at 12: 00 PST 



#CANBC 

QUESTIONS? 



#CANBC 

EVALUATION 



Thank you! 

Next Meeting 
May 31th @ 12:00pm 

Learn more about what matters! 
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