
RESHAPING
THE CULTURE
OF CARE

© 2019 Language of Caring

V O L U M E  9
I S S U E  1 2 6

JULY 2019languageofcaring.org

Soapbox:  
Is Your Organization The Real Deal in Person-Centered Care?
Sara Guastello, Vice President of Knowledge Management 
Planetree International

Drive down the nearest highway, and within a few miles you will likely come 
across a billboard for a healthcare center touting its reputation as a “caring 
place” or that compassion is the #1 priority. These billboards are (literally) 
signs of the times. They signal growing recognition that to be responsive to 
consumers’ needs, healthcare organizations must expand their focus beyond 
medicine, science and technology and pay equal attention to the human 
experience of care.

While claims like these have become pervasive, they are generally short on 
specifics. Unfortunately, these unsubstantiated declarations of “putting patients 
first” are a disservice to healthcare organizations that are truly walking the talk of 
person-centered care. 

The Gold Standard

How can these “real deals” in person-centered 
care break away from the pack and differentiate 
themselves? The Person-Centered Care 
Certification Program™, developed and operated 
by Planetree International, is specifically designed to 
recognize organizations that excel not only in quality 
and safety, but also in compassion, partnership, 
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engagement, access and inclusion. These are the qualities that elevate Planetree 
Certified care centers from great to exceptional, and most importantly, these are 
the organizational attributes that work together to yield better care and better 
health outcomes for patients. 

Informed by scientific evidence and extensive input from patients, families 
and healthcare professionals, the Person-Centered Certification Program is 
a performance framework for defining and evaluating excellence in person-
centered care. 

The program takes a holistic view of the healthcare experience. It is organized 
around 26 operational criteria that encompass the experiences of patients and 
families, as well as staff. These criteria cover patient and family engagement at both 
the point of care and in continuous improvement. All of this is done with a balanced 
perspective of examining not only specific person-centered practices introduced 
into care delivery (like patient-directed visitation, shared medical records, health 
literacy assessments, shared decision making, etc.), but also how this care is 
delivered – with attitudes of respect and compassion, and the skills for making 
these explicit in everyday interactions. (Download the full set of criteria here.) 

Recognition Vehicle and Implementation Roadmap
By breaking down the critical elements that contribute to organizational culture, 
the program offers an actionable person-centered care implementation roadmap. 
And with a structured, results-oriented evaluation methodology, it converts 
person-centered excellence from an aspiration to a measurable goal. Regardless 
of where your organization currently stands in its efforts to create (or sustain) a 
culture of person-centered care, the Certification framework can help. You can 
use it to launch an implementation game plan or to hold teams accountable to 
maintaining gains.

A More Meaningful Measure 
Many feel frustrated that standardized patient experience measures fail to capture 
the complexity of the patient experience. After all, the patient experience is not 
only about communication, responsiveness and quiet at night; it's about 
engagement, accommodation of preferences, and compassionate. The 
Certification offers a way to fill this gap.

Performance in line with the Certification standards is evaluated initially through 
review of an online application. But to truly assess the human experience of 
healthcare, it is essential to ask the experts – patients, families and staff. This 
occurs during a multi-day site visit comprised of focus groups and structured 
observation. The personal insights shared in these conversations powerfully 
illuminate the degree to which person-centered care strategies have been 
effectively executed within the organization and how doing so has made an 
impact on the patient, family and staff experience. 

“ . . . the Certification 
program offers an 
actionable person-
centered care 
implementation 
roadmap. ”

https://www.languageofcaring.com
https://www.planetree.org/certification-resources/planetree-certification-criteria?hsCtaTracking=c39fc971-a46a-4aec-a120-3e20b4ad74b7%7C1401ea50-c0f8-4755-8ac5-c937dadaeb81
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Ultimately, Certification is awarded based on performance against the criteria, as 
validated through both documentation and the personal accounts of the care 
experience. The level of recognition earned is defined by the organization’s final 
score out of a possible 160 points. There are three tiers of recognition, each 
awarded for a three-year term:

y Bronze (96–119 points). Or at least 60% of the total available points.
y Silver (120–143 points). Or 75%–89% of the total available points.
y Gold (144 points or more). Or 90% or more of the total available points.
Outcomes That Matter
To date, 136 healthcare organizations in 12 countries have achieved the 
Certification. These organizations consistently demonstrate that an 
organizational culture emphasizing quality, compassion and partnership results 
in better care, increased patient loyalty and greater staff engagement. They have 
earned reputations as places patients choose for their care and where 
healthcare professionals want to work. 

Click here to hear leaders from Certified sites share how the Certification 
process made an impact on their organization.

Language of Caring Positions Teams to Excel
Organizations that implement Language of Caring are well-positioned to 
achieve certification. The staff training, leadership development work and 
intentional approach to compassionate communication all match directly to the 
Certification criteria. Some examples:

1. Person-centered care principles, including caring attitudes and
compassionate communication, are integrated into job descriptions,
performance evaluation systems, reward and recognition systems, and new
hire screening, selection and orientation.

2. All staff participate in experiences designed to help them personally connect
to the concepts of person-centered care and to better understand the
perspectives of patients, families, and colleagues.

3. Language of Caring helps staff and providers strengthen caring attitudes and
compassionate communication.

Beyond these specific criteria, adoption of Language of Caring prepares teams 
to be more effective in executing essentially all the requirements, because 
effective and caring communication is an essential aspect of “the how” of 
successful implementations. Language of Caring clients can also use the 
Certification framework as a tool to map out what's next for your organization:

y How can you build on Language of Caring tools to even further deepen
purpose among your caregivers?

y How can you improve processes to better engage patients, families and staff?
y What practices can you implement to positively impact the healthcare

experience and healthcare outcomes?

“To date,136 
healthcare 
organizations in 12 
countries have 
achieved the 
Certification.”

https://www.languageofcaring.com
https://www.planetree.org/hubfs/Downloads/Planetree_CertifiedSites_Final_Interactive%202.1.19.pdf
https://www.youtube.com/watch?v=mqHW_qY6o8Y&feature=youtu.be
https://www.languageofcaring.com/
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The Certification program provides the structure to guide this work, as well as 
the opportunity to differentiate your organization with recognition that represents 
the gold standard in person-centered excellence.

Learn More

Is Person-Centered Care Certification what’s next for your organization? Visit 
https://www.planetree.org/certification or contact Sara Guastello, Vice 
President of Knowledge Management at Planetree International at 
sguastello@planetree.org to learn more.

Myths or Truths?

Instructions: 
1. Explain: “In health care, we are urged to show empathy and compassion

in all of our interactions; however, some people put forth excuses. Here
are three common forms of “pushback” when encouraged to show our
compassion and caring. Quickly, fill out this little self-check to indicate the
extent to which you agree or disagree with each point.

Disagree Partly Agree, 
Partly Disagree Agree

A. I am too burnt out to feel
compassion.

B. People really are upset, they
don’t need understanding.
They need THE FIX!

C. If I am empathic, I will
feel even more spent or
drained than I feel now.

2. Take a quick poll to see how people responded.
3. Then, pose one point at a time and invite dialogue about why people agree or

disagree with each.
4. (Prepare ahead) Share reasons why you believe all three are false or myths.

Based on our experience, here’s what we believe:
A. I am too burnt out to feel compassion. You can feel compassion if you

deliberately get out of your own head and focus on being present to the other
person. And when you feel compassion and act, you will feel less burnt out.

B. When people really are upset, they don’t need understanding. They 
need THE FIX! Often, you can’t fix a person’s problem, but you can give 
them the gift of understanding. And being understood is healing for people, 
even when there is no fix.4
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https://www.languageofcaring.com
https://www.planetree.org/certification
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If I am empathic, I will feel even more spent or drained than I feel 
now.

5. Make a final statement about the importance of recognizing that being
compassionate and caring feels good and can be energizing and helpful
for countering burnout.

I love these resources about making yourself happy!

According to Martin Seligman, the father of Positive Psychology, there are 5 
factors needed by individuals, families, teams and organizations to thrive. The 
acronym PERMA captures these:

P: Positive emotions (Do you experience joy inside your mind?)

E: Engagement (Do you love what you do?)

R: Positive Relationships (Do you have caring and trusting relationships?) 

M: Meaning and Purpose (Do you know what you live for?)

A: Accomplishment (Do you set and achieve challenging goals?)

In the following guides, you’ll find terrific information and activities that you can use 
personally or with your team to strengthen your own and your team’s happiness.
1. Because I’m Happy: The Hidden Driver of Success; Dr. Scott Bolland and

Bernadette Alizart. This explores the science of happiness. It includes great
pictorial descriptions, references, and practical tips for letting happiness in
your life.

2. Action for Happiness: The ‘Action for Happiness’ worksheet is a set of
exercises for explicitly promoting and enhancing happiness in our lives. The
activities are objective, easy to administer, and designed in a beautiful way
that will grab eyes instantly.

Colette said, “What a wonderful life I have… I only wish I had realized it sooner.” 
These resources can help you realize it now.

“It’s better to wear out than to rust out.”
(thinking of Mike Leebov’s favorite quote on Father’s Day)

5

QUOTEWORTHY

I LOVE THIS
RESOURCE 

You will be drained if you expect people to change or if you take on the 
person’s feelings yourself. When you listen and acknowledge people’s 
feelings, you’re likely to feel good about making a difference to them 
because you’re showing your caring.

C.

https://www.languageofcaring.com
https://www.worksafe.qld.gov.au/__data/assets/pdf_file/0005/129443/Because-Im-Happy-booklet.pdf
https://www.actionforhappiness.org/media/80216/happiness_action_pack.pdf
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FREE UPCOMING WEBINAR

The patient and family engagement 
movement has empowered individuals 
as captains of their own healthcare 
teams. Patients, in turn, are looking to 
their healthcare providers to 
accommodate their preferences and 
address their demands for greater cost 
transparency, convenience and access.

This program challenges attendees to 
consider whether their healthcare 
organization is poised to meet these 
needs of increasingly informed and 
engaged consumers. The session 
explores the challenges inherent 
in transitioning from a business to 
business model to a consumer model of 
delivering healthcare.

WEBINAR FACULTY 

Presented by: 
Susan B. Frampton, PhD  
President, Planetree International

REGISTER NOW!

Dr. Susan Frampton, a medical anthropologist, 
has authored numerous publications, including 
the three editions of Putting Patients First, 
contributed to opinion pieces in The Wall Street 
Journal, Forbes, and the Chicago Tribune, and 
served as lead author on the 2017 National 
Academy of Medicine’s Harnessing Evidence and 
Experience to Change Culture. 

Dr. Frampton currently participates on the 
National Quality Forum’s Task Force on Value 
Imperatives for the Next Generation of Quality, 
and has served on the Governing Board for the 
WHO-CC International Network of Health 
Promoting Hospitals. 

She speaks internationally on culture change and 
the patient experience, and was honored in 2009, 
when she was named one of “20 People who 
Make Healthcare Better” by Health Leaders 
Magazine. 

 SEPT. 12th 
 2PM EST

https://www.languageofcaring.com
https://languageofcaring.zoom.us/webinar/register/WN_BDVrNcWlSb-lTd7XnPI_zA
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Language of Caring partners with organizations to establish 
an explicit, powerful standard for communicating with 
empathy and caring. By engaging everyone in mastering and 
using concrete skills that express connection and caring, we 
help create a caring community where staff love to work, 
physicians want to practice, and patients rave about the 
people and their care.

FREE!

PLANETREE INTERNATIONAL CONFERENCE ON PERSON-CENTERED CARE 
OCTOBER 27–30, ORLANDO

LEARN GROW DO IT

languageofcaring.org

Improving the Healthcare Experience with Caring and Empathy

Learn More in      
Our Free Webinar 

Introduction: 
July 18th

REGISTER NOW!

languageofcaring.org
https://www.languageofcaring.com/webinars/intro-to-communication-skill-building-solutions/
www.planetreeconference.org



