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Housekeeping
• All participants are muted.

• Audio Settings: ability to select your speakers and adjust your volume.

• 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

• Captions: Click the caption icon to turn captions on/off

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

Comments shared in chats do not reflect the opinion or position of The Beryl Institute, but those of individual participants. People found 
misusing the chat function or engaging in uncivil or disruptive ways via chat may be removed from the session at our discretion.
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PX Continuing Education Credits

• This webinar is approved for 1 PXE.

• To obtain patient experience continuing education credit, participants must attend the 
webinar in its entirety and complete the webinar survey within 30 days.

• The speakers do not have a relevant financial, professional, or personal relationship 
with a commercial interest producing health care goods/services related to this 
educational activity.

• 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.

This webinar is eligible for 1 patient experience continuing education (PXE) credit. Participants interested in receiving PXEs must complete the 
program survey within 30 days of attending the webinar. Participants can claim PXEs and print out PXE certificates through Patient 
Experience Institute. As recorded webinar, it offers PXE for two (2) years from the live broadcast date.
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Headliner Webinar Series Sponsored by:

For more information, visit:
pcare.com
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Our Speaker

Maureen Bisognano

President Emerita and Senior Fellow
Institute for Healthcare Improvement



New Ways to Care

Beryl Institute – September 17, 2024

Maureen Bisognano



Lessons From My Mother



Maureen’s Mom’s Door



And the New Door



Caring at End of Life 

“What’s a good day for you?”

https://www.youtube.com/watch?v=Dnnu43Zt-oA 

https://www.youtube.com/watch?v=Dnnu43Zt-oA


Clinicians, in turn, need to relinquish their role as 
the single, paternalistic authority and train to 
become more effective coaches or partners — 
learning, in other words, how to ask, “What 
matters to you?” as well as “What is the matter?”

Michael J. Barry, M.D., and Susan Edgman-Levitan, P.A.

Source: Staines, Anthony. “‘What Is Important to You?’ – A Concept for  Building Partnership with the Patient .” 6 Sept. 2023.



Maureen Bisognano
President Emerita and Senior Fellow
Institute for Healthcare Improvement

Ask, “What matters to you?”, not just 
“What’s the matter?”

Anders Vege
Head of Unit for Quality Improvement, 
Norwegian Institute of Public Health, 

Oslo

e: Staines, Anthony. “‘What Is Important to You?’ – A Concept for  Building Partnership with the Patient .” 6 Sept. 2023.

https://www.google.ch/url?sa=i&url=http://www.ihi.org/communities/blogs/_layouts/15/ihi/community/blog/itemview.aspx?List%3D7d1126ec-8f63-4a3b-9926-c44ea3036813%26ID%3D109&psig=AOvVaw10aHVJt7-NYlui9swWDnKs&ust=1588520209826000&source=images&cd=vfe&ved=0CAIQjRxqFwoTCNCZgOXClekCFQAAAAAdAAAAABAG


https://www.isqua.org/
Source: Staines, Anthony. “‘What Is Important to You?’ – A Concept for  Building Partnership with the Patient .” 6 Sept. 2023.

https://www.isqua.org/


What Matters To You?
Norway



From “What’s 
the matter?” to 
“What matters 

to you?”



Understanding What Matters



What Matters To You - Benefits

Patient Experience Staff Engagement 

Source: Implementation Toolkit  - What Matters To You? – Montefiore  Hudson Valley Collaborative  

Improved 
Quality of 

Care

Improved 
Patient 

Outcomes

Improved 
Patient 

Engagement in 
Care Planning

Enhanced 
Patient-

Centered 
Culture

Increased Provider Joy in Work

Improved 
Joy in Work

Increased 
Retention

Increased 
Organizational 

Partnership

https://khn.org/news/article/dentist-dogs-regulate-north-carolina/?utm_campaign=KHN%3A%20Daily%20Health%20Policy%20Report&utm_medium=email&_hsmi=205548646&_hsenc=p2ANqtz-8lF2tRgZxy2C7Co35fsuXANWt91RhyFAPoU-e1wHCuQT8-mu1FjgIqpqbbIYlm8Fi6vQJcIiWR4L3ao7wbmiD1ttD8cw&utm_content=205548646&utm_source=hs_email


Flipped Discharge

Buurtzorg

Backpack Nurse
CAPABLE

Hospital at Home



Sources: Northern Health & Social Care Trust



Sources: Northern Health & Social Care Trust



Sources: Northern Health & Social Care Trust



Ask WMTY
(What Matters To

You?)

Easy and 
Manageable
(Many replies are 
simple and  have 

great impact)

Blue Shirt story, Warm Socks  
Celebrating an Anniversary

Requires some  
organization at  
leadership level  
(Complicated but 

Small  Scale)

Free at the Free  

Arranging a Day Pass

Needs Social  
Connections with  
Other Sectors or  

Organizations
(Collaboration Required But 

Doable)

Linkage to Food Pantry  

Project Wingman

Big Changes that  
are not easily  

Doable
(Very Complex and Not

Easy to Do)

Homelessness

WMTY Responses can fall  
into 4 different categories  

based on the level of
effort  necessary to “do” 

what  matters.

Maureen Bisognano concept
Damara Gutnick graphic9-2021







Three Wishes

Source: Three Wishes https://www.youtube.com/watch?v=ccsWGC35A60 

https://youtu.be/ccsWGC35A60
https://www.youtube.com/watch?v=ccsWGC35A60


Thank You

Maureen Bisognano
President Emerita and Senior Fellow
Institute for Healthcare Improvement
mbisognano@ihi.org
https://wmty.world
https://kindnessinhealthcare.world

https://wmty.world/
https://kindnessinhealthcare.world/
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Questions?
Please submit your questions using the Q&A icon.
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PX Continuing Education Credits

• This webinar is approved for one (1) PXE credit through Patient 
Experience Institute.

• To obtain PXE credit, participants must attend the webinar in its entirety 
and complete the webinar survey within 30 days.

• After completing the webinar survey, you will be redirected to the 
Patient Experience Institute’s PXE Portal to claim the credit.

• As a recorded webinar, PXE credit is available for two (2) years from the 
live broadcast date.
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Upcoming Events & Programs
WEBINARS

September 24 | Applying Equity, Diversity, and Inclusion in Co-design with Patient 

Experience Partners

October 1 | Ownership at the Frontline: Innovating an Experience Champions Program

October 10 | Good to Great: A Team Approach to Excellence

CONNECTION CALLS/CHATS

September 20 | PX Chat on PFA/PFACS: Sustaining/Growing

September 27 | PX Connect Live: Wayfinding

October 2 | Volunteer Professionals Community Connection Call: Coordinating, 

Engaging, and Retaining Episodic Volunteers

October 9 | Connection Call: Membership Benefits Overview

Access our vast library 
of on demand patient 
experience webinars.

Webinars are included in membership 
with the Institute. 
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Thank You
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