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The Beryl Institute is a global community of healthcare
professionals and experience champions committed to
transforming the human experience in healthcare.

As a pioneer and leader of the experience movement and patient experience profession for
more than a decade, the Institute offers unparalleled access to unbiased research and
proven practices, networking and professional development opportunities and a safe,
neutral space to exchange ideas and learn from others.

theberylinstitute.org




Housekeeping

 All participants are muted.
* Audio Settings: ability to select your speakers and adjust your volume.

e Chat: for sharing of ideas, interacting with speakers and attendees; not for
promoting services and products. Make sure you choose ‘Everyone’ in the
dropdown in the chat box.

 Q&A: for submitting questions to review at the end of the webinar

* Receive follow up email tomorrow with webinar slides, recording and link
to survey.

theberylinstitute.org



PX Continuing Education Credits

This program is approved for 1 PXE.

In order to obtain patient experience continuing education credit, participants must
attend the program in its entirety and complete the evaluation within 30 days.

The speaker has a professional employment relationship with Compassion Revolution.
No off-label use of products will be addressed during this educational activity.

No products are available during this educational activity, which would indicate
endorsement.

STy;
This webinar is eligible for 1 patient experience continuing education (PXE) credit. Participants interested in receiving PXEs must complete the program | *‘?@jﬁ
' m

survey within 30 days of attending the webinar. Participants can claim PXEs and print out PXE certificates through Patient Experience Institute. As an on ,n‘ '
demand webinar, it offers PXE for two (2) years from the live broadcast date.

theberylinstitute.org




This Headliner Webinar is sponsored by:

Are

For more information, visit:
pcare.com

theberylinstitute.org




Our Speaker

Mary Freer, BSW (Hons)
Director
Compassion Revolution

3 @compassionrevo3
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One time
One encounter
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We have a
crisis|

Vacancies
Sickness/Absence
Turnover
Intention to Quit
Stress Levels

Patient Complaints/Unmet
Expectations

High demand
High Acuity




What is ’.

compassion? ;U ’
s 7
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...a sensitivity to distress in
self and others with a
commitment to try to
alleviate and prevent it.

Compassion
Revolution



Compassion is not just about kindness or ‘softness’
and it is certainly not a weakness — it is one of the
most important declarations of strength and
courage known to humanity. It is difficult and
powerful, infectious and influential.
Crucially it is perhaps the only universally

recognhized language with the ability to change the

world.
Prof Paul Gilbert OBE

Compassion
Revolution



Patients who experience compassionate
care are more likely to divulge important
information to their clinicians MAKING
DIAGNOSIS MORE ACCURATE.?

The more compassionate care patients

received, the LOWER THEIR DIASTOLIC How kindness affects patients
BLOOD PRESSURE became during

periods of stress.*

When patients receive compassionate
care at the emergency room, they are
LESS LIKELY TO RETURN TO THE

EMERGENCY ROOM for the same Centre for Compassion and
medical issue.® Altruism, Research and
Education

Stanford University



m -
recommending

When a physician is a good communicator,
patients are MORE THAN TWICE AS
LIKELY to listen to their doctor.?

When surgical patients are encouraged
by their anesthesiologists during the

by thei s . _
e e e einnes  1OW Kindness affects patients

FROM THE HOSPITAL SOONER because
they require 50% less narcotics.?

A person who experienced empathy
in a medical consultation had a
16% REDUCTION IN OVERALL
COLD SEVERITY.®



Emotional regulation systems

Feelings
Wanting
Pursuing
Achieving
P .
rof':::’ng BRAIN IGNITION
Nucleus accumbens
> CHEMICAL
Dmve S.y stem Dopamine
PURPOSE: 10 motivate .
us towards resources. (f‘eefmtg__gd
Tontente
Safe
Protected
Cared for
Feelings Trust
Anxiety
Anger .
Disgust Soothing System

PURPOSE: To manage
distress and promote
bonding.

Threat System

PURPOSE: Threat detection
and protection.
“Better safe than sorry”.

BRAIN IGNITION
Prefrontal cortex
CHEMICAL
BRAIN IGNITION Opiates, Oxytosin
Amygdala
CHEMICAL
Adrenaline, Cortisol Adapted from Gilbert P. (Ed) 2005

Compassion Conceptualisation and Research
Use in Psychology. Routledge
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Shou; up

Every day we can practise
coming back to the present

moment.

5

Understand

We remain curious about
what others are experiencing
and begin to recognise
everyone’s story is complex
and there are many pathways

Jforward.

Four steps of Compassion

-
D

Mowvecloser

When things go wrong we
have a perfect opportunity
to move closer. This is your
invitation to celebrate our

shared humanity.

SUMA

Act

Compassion is a verb and it
demands action. This is the
step where we powerfully
connect with others from a
place of vulnerabiliry.



When 1 Show Up Big It Feels These things help me practice
Like ... understanding . . ..

One small action 1 could make
5. ...

Moving closer feels hard becanse

tap it






yutori: the concept of living with
a sense of spaciousness.




When | Show
/L_J Big it feels
ike ...
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- Understand

*,,




These things
help me practice
understanding...



3.

- Move closer

¥




Moving closer
feels hard
pecause ........






One small action
| can take is ...



Four steps of Compassion

SUMA

i

Sijow up

Every day we can practise coming
back to the present moment.

We remain curious about what others 2
are experiencing and begin to recognise
everyones story is complex and there are (J nd ers tﬂnd

many pathways forward.

H

When things go wrong we have a
perfect opportunity to move closer.
This is Your invitation to celebrate

Mowve closer

our shared humanity.

Compassion is a verb and it demands
action. This is the step where we
powerfully connect with others from
a place of vulnerability.

Act
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SUMA and other
wise actions can be
found in Mary
Freer’s new book,
Compassion
Revolution!

CompassionRevolution.care
Click the Resources Tab and

find The Book to download the
free poster.



* Think of an example of
compassion at work that has
moved you recently. How did it

make a difference and what did
you learn from it?




Compassion
Revolution

@FreerMary

Compassion
Labs

Compassion
Revolution

Conference

+¥

Compassion
Collaborative




Come. Join the revolution!

CompassionRevolution.care

Compassion
Revolution
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PX Continuing Education Credits

* This program is approved for 1 PXE

* In order to obtain PXE, participants must attend the program in its
entirety and complete evaluation within 30 days.

e Use the PXE link at the end of the evaluation to claim PXE credit at the
Patient Experience Institute’s PXE Portal.

theberylinstitute.org



Upcoming Events & Programs

WEBINARS

April 6 | Level Up Your Patient Experience Skills: Certificate Programs

April 18 | Supporting Your Career Path as a Volunteer Professional

April 20 | Take a Seat! Effective Communication Strategy to Improve Patient Experience .
Access our vast library

of on demand patient

CONNECTION CALLS/PX CHATS experience webinars.

April 27 | PX Chat: Supporting the Workforce

Scan to learn more:

PROGRAMS
May 4-18, 2023 | CAVS Exam Preparation Course

Webinars are included in membership
with the Institute.

theberylinstitute.org




THE BERYLISTITUTE

ELEVAIE

The Global Patient Expenence Event

March 27 - 29, 2023
Hilton Anatole Dallas

Agency for Clinical Innovation
AngelEye Health

Arkansas Children's

Ascension Living
Reading2Connect

Atrium Health

Billings Clinic

Boston Children's Hospital
Boulder Associates

Brigham and Women's Hospital
CareMax

Changi General Hospital Singapore
Children’s of Alabama

Children's Wisconsin

Cohen Children's Medical Center
Duke University Hospital

Emory Johns Creek Hospital
Enloe Medical Center

Epworth HealthCare

Geisinger

Gould Medical Group

Grow Now Niagara

Hartford Healthcare

HCA Ambulatory Surgery Division
HealthCare Chaplaincy Network

Dr. Alfredo Quifiones-
Hinojosa

KEYNOTE SPEAKERS

Hospital Alem&o Oswaldo Cruz
Hospital e Maternidade Santa Joana
Houston Methodist

Instituto de Ensino e Pesquisa -

do Hospital Sirio Libanés

Kaiser Permanente

Lehigh Valley Health Network
London Health Sciences Center
Macquarie University

Major Hospital

Marianjoy Rehab Hospital

Mass General

Mayo Clinic

Medallia

MedStar Washington Hospital Center
Mount Sinai Health System

MSKCC

NC A&T State University
NorthShore University HealthSystem
Northwell Health

Northwestern Medicine

NSW

8 SholaRichards

OVER 75 BREAKOUT & POSTER SESSIONS

Rebekah Taussig

Shaller Consulting

SingHealth

Southwestern Health

St Vincent's Health Network Sydney
St. Louis Children's Hospital

Sutter Health

Sydney Local Health District

Temple University Hospital

UC Davis Health

UC Health

Univ. of Michigan Health

Universitat de Valencia General Hospital
University of Alabama, Birmingham
University of California, Berkeley
University of Maryland St. Joseph Medical
Center

University of South Carolina School of
Medicine Greenville

US Dept. of Veteran Affairs

UT Southwestern

Vision Volunteering

WellMed

Oncomed Integrated Medical Treatment Yale New Haven Hospital

PatientsVoices
Providence Institute for Human Caring
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