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CONVERSATIONS THAT MATTER 
Ask what matters.  

Listen to what matters.  
Do what matters. 



WELCOME AND 
BACKGROUND 





Everyone who works with patients, and their 
family members or caregivers in health, social or 
community care across BC is invited to add one 
simple question into their practice each and 
every day, in order to improve care: 
 
“What matters to you?”  

What Is It? 



 

A simple question with the goal of 
encouraging meaningful conversations 
between patients, family members or 

caregivers, and their health care providers.  

Aim 



 

Asking “What matters to you?” puts the 
patient voice at the centre of care by 
focusing on what matters to them and 
ensuring that care is aligned with what 
matters. 

Why Is It Important? 



Anyone who is a patient, family member or 
caregiver and anyone who works with people in 
health, social, or community care, is invited to 
participate. 

Who Is Invited? 



SUSTAINING COLLABORATION: 
HOW AUTHENTICITY MAKES A 
DIFFERENCE 

Dr. Darrin Hicks 
Department of Communication Studies 
University of Denver, Darrin.Hicks@du.edu  

mailto:Darrin.Hicks@du.edu


Clear, 
Elevating 

Goal 
(Talk)         Process       (Text) 

Energy 

Drains 

•Exclusion—Fear   
•Exploitation—Anger   

•Powerlessness—Depression   
•Uncertainty—Anxiety   

•Wasted Effort—
Disappointment  

•Immobility—Frustration   

Norms 

•Inclusion 
•Equity 

•Authenticity 
•Transparency 

•Problem-Focus 
•Revisablity  

Home—Network  

Commitment—Reward  



Potential Energy Drains 
• Exclusion: Members fear they will be excluded from decision-

making as the group/organization they represent is deemed less 
valuable to the network. 

• Exploitation: Members grow angry as they anticipate others will 
use their resources without credit or gain sharing. 

• Powerlessness: Members experience depressed energy levels as 
they find the network cannot implement its decisions.  

• Uncertainty: Members become anxious with role confusion and an 
inability to reliably locate stages of the process.  

• Wasted Effort: Members feel disappointment when the network 
becomes focused on keeping itself running rather than reaching the 
goal.     

• Immobility: Members turn frustrated when they feel trapped in a 
process that produces unfavorable results but cannot be revised. 



Six Features of a High-Quality 
Collaborative Process 

• Inclusive: The network does not exclude on the basis of organizational 
membership, access to resources, or political affiliation. Members feel valued. 

• Equal: All members of the network have an opportunity to act as leaders, to 
forward ideas, and to issue objections. Members feel important.  

• Authentic: The network has the requite authority to not only formulate 
strategic plans but has the power to implement their vision. Members feel 
empowered. 

• Transparent: Members have access to the information used to make decisions 
and can point to the status of proposals. Members feel a sense of clarity. 

• Focused: The efforts of the network are directed towards its goal not on 
keeping the network in business. Members feel fulfilled.  

• Revisable: The members of the network can revise decisions as needed, and if 
they feel the process is off-track, can call for a redesign. Members feel free.   
 



Authenticity  
• All stakeholders, regardless of the organization they represent, are presumed to be 

able to ask critical questions, present compelling evidence, to tag problematic 
behaviors and attitudes, make a case for revising the process when it goes off-track, 
and to present solutions that are to be taken seriously.  Thus, in the process, some 
people’s merits are not taken for granted while other people are asked to justify 
themselves. 

• The processes stays focused on the problem being addressed and, importantly, all 
stakeholders discuss the criteria for making decisions and the possible costs and 
benefits of a decision in terms of how it furthers the collaborative’s goals rather 
than how it advantages or disadvantages their back-home organizations.  

• Those with the power to make decisions and resource commitments are at the 
table. Or at the very least they have sent representatives who have the power to 
make commitments on their organizations behalf.  

• Those in high-level positions trust the group to do its job and, therefore, do not try 
to pull strings so as to influence the group or simply cherry-pick which of the 
solutions offered by the group they will support.  

• The group feels that it has the power to make binding decisions. So the decision has 
not been made in advance and is simply confirmed by the process. 



Process Quality Scale 
• We have developed a measure of process quality. It addresses each 

of the significant features of PQ.  
• Lets use the instrument to rate your perception of the process you 

are involved with.  
• For questions 1, 2, 4, 6, 7, 10, 11, 12, 14, and 15 give 6 points for 

strongly agree and drop that by one point for each step down the 
scale, giving 1 point for strongly disagree. 

• For questions 3, 5, 8, 9, and 13 reverse these scores, 1 point for 
strongly agree and 6 for strongly disagree. 

• Add up the total score and divide by 15. That is your overall PQ 
score. 

• Take the total for  items 3, 8, and 9 and divide by 3 . That is your 
authenticity score. 

Darrin Hicks, University of Denver, Darrin.Hicks@du.edu 



QUESTIONS? 



“CONVERSATIONS THAT 
MATTER” RESOURCE: 
TOOLS FOR PATIENTS 
AND PROVIDERS 

Stephanie Massot 
Leader, Innovation & Engagement 
BC Patient Safety & Quality Council 





Providers 

1. Asking What Matters  
– Establishing an Empathetic Relationship  
– Understanding Your Patient in the Context of Their 

Life  
– Making Time and Space for Questions  

2. Listening to What Matters  
– Active Listening  
– Listening for Shared Understanding  

3. Doing What Matters 



Establishing an Empathetic 
Relationship: PEARLS* 

 

*a tool developed by Gabriel and Dutton (2009) 



Establishing an Empathetic 
Relationship: PEARLS* 

 

*a tool developed by Gabriel and Dutton (2009) 



Making Time and Space  
for Questions 



Patients & Family Members  
or Caregivers 

1. Preparing for the Question  
2. Sharing What Matters  
3. Partnering for Action 



The Patient Revolution 

Think about a recent visit you 
had with a member of your 
care team, and what you did 
or didn’t say. Did you hold 
back from saying something? 
Maybe one or more of these 
barriers (from The Patient 
Revolution) will be familiar to 
you: 



Sharing What Matters 



Moving Forward Together  

Once you’ve had the 
conversation we’d love to 
hear how it went!  
Head to 
WhatMattersToYouBC.ca 
where you can choose to 
answer any of the 
following  
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QUESTIONS? 



“WHAT MATTERS TO YOU?” 
STORIES FROM THE PAST 
TO PLAN FOR THE FUTURE 

Edwina Nearhood 
Patient Partner, Patient Voices Network 
Fort St. John 



• Encourage and support more 
meaningful conversations 
between patients and families, 
and health and social care 
providers 

Aim of WMTY 

 



Stories of Success 



2017 Highlights 
• City of Fort St. John Declares June 6 as 

WMTYD – well received by Mayor and Council 
with hopes that it would become an annual 
event and grow in the city 

• Pop up information booths at Atrium & 
Emergency as well as Birthing Center 
gathering WMTY info from clients & staff 

• FSJ Women’s resource society participated 



- Regional ambassador 
groups forming 

- Community service 
groups 

- Involve students 
- Pop-up booths 
- WMTY Resources 
- Action and stories of 

impact  

Planning for the Future 

 





QUESTIONS? 

Edwina Nearhood|PVN Patient Partner, 
WMTY Patient Ambassador 
P: 250-785-3191 
E:  edwina@nearhood.ca 



 
Order and download resources, as well as sign 
up at www.whatmatterstoyoubc.ca to show 
your commitment to patient- and family-centred 
care.  
 
 

Taking Part is Easy! 

http://www.whatmatterstoyoubc.ca/


If you want to participate, we’ve created 
resources to help you promote the initiative: 

– Posters 
– Lanyards 
– Lanyard cards 
– Bookmarks 
– Buttons 
– Stickers 
– Video 

 

Tools for What Matters 



 
On June 6 2018 we will have a day to remind 
ourselves to ask “What Matters” each and every 
day! 

Upcoming Event 



QUESTIONS? 
Email us:  whatmatterstoyou@bcpsqc.ca  

mailto:whatmatterstoyou@bcpsqc.ca


EVALUATION & 
THANK-YOU! 
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