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Asking, Listening and Doing 
What Matters in Kidney Care



Territorial Acknowledgement

We are hosting this session on the unceded and ancestral 
territory of the Coast Salish peoples, including the 
territories of the Musqueam, Squamish, Tsleil-Waututh
Nations, and the Métis Chartered Community of the Lower 
Mainland Region.



Learning Objectives

1. Apply “What Matters to You?” in daily conversations and routine 
patient care

2. Understand what matters most when setting collaborative goals for 
health between health professionals and patients

3. Explore cultural considerations of having “What Matters to You?” 
conversations



WHAT MATTERS TO YOU?
Ask what matters.

Listen to what matters.
Do what matters.



“What Matters To You?”



Health care providers across BC are invited to  
add this one simple question to every patient  
interaction, each and every day, in order to  
improve care.

That question is,
“What matters to you?”

What Is It?



1. Ask what matters
2. Listen to what matters
3. Do what matters

A three step process



• Set the context
• Cultural humility
• Building relationships/trust
• Dignity and respect
• Recognition of identity
• A human connection

Cultural Considerations



I do not have the time to ask “What Matters To You?”
– Patients usually need only 90 seconds or fewer at  

the beginning of a conversation to state their  
concerns

– Saves time in the long run by strengthening the  
provider-patient partnership

Addressing the Myths!

Halpern J. What is cl inical empathy? J Gen Intern Med. 2003; 18(8), 670–674.  
Bryant L. The art of active l istening. Pract Nurs. 2009; 37(6),49-52.



What if I cannot do anything about what I hear?

- You do not need to have a solution to every  
patient response - just talking about concerns can  
help

- You can connect them to other helpful resources

Addressing the Myths!



A multiple case study evaluation from Scotland
identified the following enablers to asking “What  
Matters To You?”

1. Adopt a flexible, non-prescriptive approach;
2. Embed the question in your work;
3. Keep track of the impact; and
4. Feel supported by leadership and your peers

Healthcare Improvement  Scotland

Healthcare Improvement Scotland 'what matters to you': supporting more meaningful  
conversations in day-to-day practice. A multiple case study evaluation. May 2019  
https://ihub.scot/media/6401/20190626-wmty-report-v12.pdf



• Acute Care
• Primary Care
• Residential Care
• Community Care

Practical Implications for  Different 
Care Settings



• Sharing of stories
• Development of online learning modules
• Community/facility information booths
• Asking the question to aid with goal setting
• Proclamation of International WMTY Day

“What Matters To You?”  Activities 
Across BC



• Continue to create the space for these
conversations

• Relationships can still be created/maintained  
virtually

• Ground your work in the principles of PFCC
• Offer a choice
• Provide supports with technology
• Prepare patients for the question

“What Matters To You?” in a  time of 
Virtual Care



Taking part is easy! Order resources and share  
your stories with us at  

www.whatmatterstoyoubc.ca to show your  
commitment to person and family centred care.

International resources can be found at:
https://wmty.world/#

Taking Part is Easy!

http://www.whatmatterstoyoubc.ca/
https://wmty.world/


Do you now feel prepared to have “What
Matters To You?” conversations?

What additional supports can we provide?

REFLECTION



THANK YOU!
WhatMattersToYou@bcpsqc.ca

mailto:WhatMattersToYou@bcpsqc.ca


Terrance Chan
What matters to you: A Chinese patient perspective



September 11, 2020 
BC Renal Province Wide Rounds

Lois Neufeld – Reflecting on Penticton Experience



Family and Friends

• Not for dialysis but what it gives them 
with the friends and family 

• Lots of questions with COVID

• Swab results/Doing Swabs 

• Travel

• Discussions of treatment choices always 
include family



Health and Happiness

• Staying 
Strong

• Peace

• Happiness

• Peace of Mind

• Good Health

• Feeling Well

Video clip: SOS Medical Foundation and Videographer Peter 
Verge



Pets







What matters to you?
IS L AND H EALTH RENAL S ERVICES



Patient Engagement Framework



Patient Engagement Standards

Point of Care
 We will embrace person- and family- centred care principles, and partner with patients and 

families to support meaningful participation in care planning and delivery.

 We will co-create a culturally safe environment for our patients, families, caregivers, and 
healthcare team. 

Program & Service Co-Design
 We will engage with patient partners in all projects, initiatives, and ongoing work.

 We will engage with patient partners in evaluating our program and services. 

Strategic Planning
 We will engage with patient partners in policy development and strategic planning activities.



HD Run Sheets



Opportunities for feedback



Within the Department



What matters to our staff?



Modelling within leadership
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