
V O L U M E  9

I S S U E  11 3

languageofcaring.com MAY 2018

RESHAPING
THE CULTURE
OF CARE

© 2018 Language of Caring

INSIDE 
THIS 
ISSUE

1 Soapbox: WiSdom from the

beryl inStitute ConferenCe

2 QuoteWorthy

4 neWSbyte

5 i love thiS reSourCe!

6 Staff meeting idea

7 Complimentary Webinar -
making Change StiCk

8 free Webinar overvieW of

 language of Caring programS

Insights, tips, tools and resources to help you achieve 
the unparalleled patient, family and employee experience

Soapbox: Wisdom from The Beryl Institute Conference 
By Wendy Leebov Ed.D., Partner; Language of Caring, LLC

I recently returned from The Beryl Institute Patient 
Experience Conference 2018. As has been true
every year since the first conference in 2011, it was 
a phenomenal opportunity for sharing, networking, 
learning, and professional renewal. I would like to 
share with you some highlights which are sticking 
with me.

Patient Experience Conference 2018 Highlights

1. New Study: Consumer Perspectives on Patient Experience

President of The Beryl Institute, Jason Wolf presented the findings from a
far-reaching global study called Consumer Perspectives on Patient Experience.
The first global research of its kind, the study engaged 2,000 consumers from
five countries representing four continents in sharing insights on the patient
experience – its importance, critical factors, and value. The findings make a
compelling case for building cultures of caring in which everyone communicates
their caring in all interactions with patients, families and each other.

The main findings:

• Patient experience is extremely important to consumers overall.

• Of greatest importance to consumers in assessing patient experience is
interactions: how they are connected with as human beings, with a focus on
listening, communicating clearly, and being treated with dignity and respect.

• Processes and place are the next most important factors.

• People easily recall their healthcare experiences, especially those positive
in nature. They frequently tell others about both positive and negative
encounters.

As you can imagine, the Language of Caring team and all of our clients  
met the study’s findings with excitement and a feeling of validation about 
the critical importance of our work together.

http://languageofcaring.com
http://www.languageofcaring.com/resource-center/heartbeat-e-newsletter/
https://www.linkedin.com/grp/home?gid=4215290
https://www.facebook.com/pages/Language-of-Caring/383439288436890
https://twitter.com/languageofcare
https://www.youtube.com/user/languageofcaring
http://c.ymcdn.com/sites/www.theberylinstitute.org/resource/resmgr/consumerstudy/PX_Consumer_Study_2018_-_The.pdf
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2. On Personal Accountability for High Performance

This topic popped up in many sessions. Many organizations have set
behavioral standards and helped providers and staff strengthen their
communication skills. However, strategy champions expressed concern
that, when a staff member sees an infraction or missed opportunity to
show caring by a coworker, they feel tongue-tied. They don’t say
anything, because they don’t know how to handle this difficult situation.
People shared various approaches to strengthening coworker feedback
and personal accountability. For instance: some organizations have
improved patient safety by promoting a policy of “See something?
Say something!” Why not apply this explicitly to behaviors that you find
insensitive, hurtful, or disrespectful? Such behavior is, after all, a safety
issue, because it breeds insecurity, discourages patients and families
from speaking up, and creates distrust of providers.

John Foley, former pilot for the Blue Angels addressed this need too.
The Blue Angels are the United States Navy’s flight demonstration
squadron. They do “aerobatics” or synchronized maneuvers that require
an incredible level of perfection and teamwork. John shared awe-inspiring
film clips and compelling insights about how to raise performance beyond
GREAT. Specifically, John described the “debrief” that is customary after
every practice flight and every breath-taking public demonstration. In the
debrief, the team discusses each individual’s performance, one at a time.
Each person begins by saying what they did well, what they did wrong,
and how they will correct it next time. Others comment and make observations
and suggestions as well. The atmosphere is highly supportive. These debriefs
are intentional and emotionally challenging. Says Foley, “The key to the
debrief is total honesty.”

This kind of honest evaluation of performance is rare in my healthcare
experience, except for a few special ICU and ED teams that developed a
level of trust that made serious debriefs possible. Imagine the performance
improvement that would take place if teams were to do this every day.
Why don’t we? People say they don’t have time, nor do they feel safe
enough with colleagues to self-disclose and give candid feedback.
The result: Missed opportunities for effective caring are ignored, buried
and then, alas, repeated!

Click here to read Lessons in High Performance from the Blue Angels.

3. On Variability as the Enemy

Georgina Garcia, Senior VP and Regional Manager for Kaiser Permanente 
Los Angeles emphasized the need for executives to stay connected to 
their mission -- their true north.  She talked about variability as the enemy 
and made a strong case for focusing on consistency in human-centered 
performance. She said, when you have variability, you have no brand. If 
you want your brand to include CARING, everyone in your organization 
needs to express caring in every interaction. This can’t be left to chance.  
Connecting and listening are critical and need to be done consistently. 

“ ...some 
organizations  
have improved 
patient safety by 
promoting a policy 
of “See something? 
Say something!”

http://languageofcaring.com
https://higherlogicdownload.s3.amazonaws.com/CORENETGLOBAL/f2d6ddf2-66f5-4042-b2ea-71e165781e82/UploadedImages/Articles/Glad+to+be+here+Lessons+in+high+performance+from+the+Blue+Angels.pdf
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4. The Role of Caring Communication in Reducing Healthcare Disparities

Audrey Bohannon told the story of how Adelante Healthcare has improved
employee engagement, patient experience ratings, and clinical outcomes.
In this terrific session, she explained how the Adelante team established
standards for caring communication and developed staff and provider
skills for making their caring consistent, visible, and effective with their
diverse constituents. She emphasized that many factors that we can’t
control lead to healthcare disparities. But one factor we can control is
how we communicate.

5. Taking Your Patient Experience Strategy to the Next Level

For the fourth year in a row, Language of Caring Partners Jill Golde,
Dorothy Sisneros and I conducted a pre-conference session with the
purpose of helping people take their PX strategy to a higher level. It was
so inspiring to engage a packed roomful of change agents who shared
plans, tactics and success stories. This year for the first time, we used
the “Wise Crowds” technique (from Lipmanowicz and McCandless,
The Surprising Power of Liberating Structures), a powerful way to
engage every person as consultants for each other. We were thrilled
to hear that people left with excitement and also action steps to move
their strategies forward.

I am proud to be a Charter Member and Executive Board Member of
The Beryl Institute. They describe themselves as “the global community
of practice dedicated to improving the patient experience through
collaboration and shared knowledge”. I call it “the professional home”
for patient experience champions. Since its launch eight years ago,
the Institute has grown to 55,000 members from 70 countries.
The resources and opportunities the Beryl team provides are amazing.

Not a member of The Beryl Institute? Click here to take a look at the 
comprehensive, useful resources and support they have to offer, and 
join!

“In illness words seem to possess a mystic quality.” 

“In illness, words give out their scent…  if at last we grasp the 
meaning, it is all richer for having come to us…”

--Virginia Woolf On Being Ill (1930)

“ ...one factor 
we can control 
is how we 
communicate.”

http://languageofcaring.com
http://www.theberylinstitute.org
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MANY Healthcare Leaders Running in 2018 Midterms

HealthLeaders Media put together a list of physicians, nurses,  
surgeons, and healthcare executives competing in numerous races 
during this midterm election cycle. Click here to see the full list. 

Compassion, Doc Communication Create Positive Patient Experience

 I highly recommend this article by Sara Heath on a new report from
Healthgrades and Medical Group Management Association (MGMA)  
analyzing nearly six million star ratings and about one million open-ended 
patient comment pages. They find that overall, patients are satisfied with 
their healthcare and overwhelmingly favor healthcare experiences that are 
compassionate and personal, highlighting that patient satisfaction extends 
beyond clinical quality. 

Heard, Seen, Respected

This is a wonderful plan for engaging your team in practicing deeper  
listening and empathy with one another and experiencing the compassion 
and benefits this engenders.

Instructions (It takes 35 minutes): 

1. Have people pair up.

2. With a partner, tell a story about a time when you were NOT heard,
seen or respected (at work or beyond). Allow 7 minutes for each story.

3. When listening, don’t try to fix anything. Only ask questions if needed
(e.g., what else, go on, tell me more).

4. Switch roles and repeat steps 2 and 3.

5. In groups of 4 to 8, reflect on the experience by using the
“What? So What? Now What?” method.

a. First: What happened? What did you do?
What did you expect? What was different?

b. Next: Why did it matter to you? To others?

c. Finally: What will you do differently next time you
are in such a situation? What have you learned?

(Adapted from Lipmanowicz and McCandless, The Surprising Power 
of Liberating Structures)

STAFF
MEETING
IDEAS

STAFF
MEETING
IDEA

http://languageofcaring.com
http://www.healthleadersmedia.com/leadership/here-are-healthcare-leaders-running-2018-midterms?page=0%2C11
https://patientengagementhit.com/news/compassion-doc-communication-create-positive-patient-experience
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LANGUAGE OF CARING 
WEBINAR SERIES PRESENTS...

Making Change Stick

WEDNESDAY,  
JUNE 13th, 2018 

1–2 PM EST

Complimentary
Registration

REGISTER NOW!

WEBINAR FACULTY 

Presented by the Language of Caring team: 

Rhonda Williams, M.S.N., M.B.A., 
VP, Client Services
Kimberly Carson, M.Ed., 
VP, Client Services

Training is the easy part. Select the right 
content, schedule the class, and teach the 
skills. Making skills and desired behavior 
stick, on the other hand, is challenging. As 
leaders plan and carry out improvement 
initiatives, sustainability needs to remains a 
focus. Otherwise, the initiative risks 
becoming a “flavor of the month” without 
the intended return on investment. 

Through the years, the Language of Caring team has helped client organizations 
develop and implement solutions that ensure long term performance improvement and 
culture change. In this webinar, our Client Services team leaders Kimberly Carson and 
Rhonda Williams share a framework and proven processes for moving short-term skill 
learning to skill mastery and lasting improvement. 

Highlights
 y Key reasons that change efforts stop short of 

producing long-term improvement
 y Five characteristics essential to sustainable 

change
 y Concrete tactics and resources for supporting 

sustainable change
 y Stories and lessons learned from Language of 

Caring clients

http://languageofcaring.com
https://languageofcaring.zoom.us/webinar/register/WN_KSBgyw1cQCu7RU6O03N_CA
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Achieving an unparalleled patient experience and a culture 
of caring through exceptional communication.

Spread the Resources 
• Forward this month’s HeartBeat email to others.
• Share and tweet the following link:

Making Changes Stick
http://languageofcaring.com/wp-content/uploads/2018/05/wisdom-from-the-beryl-institute-conference.pdf

Jill Golde, MS, Dorothy Sisneros, MS, MBA 
and Wendy Leebov, EdD—partners at 
Language of Caring.

Contact Us!

314 300 7701

PLEASE FOLLOW US!

Join our LinkedIn Group “Patient Experience & Communication” 
and add to the rich discussions.

After the groundbreaking global 
research by The Beryl Institute 
confirmed the primary 
importance of patients feeling 
cared for by their caregivers, the 
Language of Caring team is all 
the more determined to help 
healthcare organizations make 
pervasive caring their 
distinguishing characteristic and 
competitive advantage. 

Caring Communication.

 Caring Experience.

Learn more about our 
evidence-based solutions.

http://languageofcaring.com
https://www.linkedin.com/grp/home?gid=4215290
https://www.facebook.com/pages/Language-of-Caring/383439288436890
https://twitter.com/languageofcare
https://www.youtube.com/user/languageofcaring
http://languageofcaring.com/contact-us/
https://www.languageofcaring.com/webinars/intro-to-communication-skill-building-solutions/



