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Why, How, and What 

 Simon Sinek’s famous 2009 
TED talk. Start with the Why. 
Then turn to the How. Then 
turn to the What. 

 People give their loyalty 
based on the Why (e.g., my 
organization is here to do 
things that make me proud…) 

 Patients assume the Why is 
good, and give their loyalty 
based upon the How (Is care 
coordinated and empathic?) 

 The What will never be 
perfect, but patients and our 
workforce will cut us some 
slack if we get the Why and 
the How right.  

© 2018 Press Ganey Associates, Inc. 
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Working in a caring profession 

Why did you chose this profession?     

 

What are the inherent difficulties in working  

 in this profession? 
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Deconstructing Burnout 
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Burnout 

A stress-induced professional occupational disease that 
has been identified in many healthcare providers  

 

As a clinical syndrome, burnout is characterized by  

– Emotional exhaustion  

– Depersonalization 

– Decreased sense of personal accomplishment 

(Maslach,1993; Maslach, Jackson, & Leiter, 1996; Stalker & Harvey, 

2002) 
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Being a Clinician is Rewarding 
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Can Help/Heal 

Meaning 

Practice/Improvement Autonomy/Control 
Affirmation/Appreciation 

Being a Clinician is Rewarding 
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But it’s Also Really Hard… 

Meaning 
Can Help/Heal 
Practice/Improvement 
Autonomy/Control 
Affirmation/Appreciation 

Witness to Suffering Can't Fix Everything Monotony Ultimate Responsibility Blame 
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But it’s Also Really Hard… Sometimes for the Same Reasons 

Meaning 
Can Help/Heal 
Practice/Improvement 
Autonomy/Control 
Affirmation/Appreciation 

Witness to Suffering 
Can't Fix Everything 

Monotony 
Ultimate Responsibility 

Blame 
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The Work Environment Adds More Stress 

Meaning 
Can Help/Heal 
Practice/Improvement 
Autonomy/Control 
Affirmation/Appreciation 

Witness to Suffering 
Can't Fix Everything 

Monotony 
Ultimate Responsibility 

Blame 

Always „On Call‟ 
Workload/Productivity 

EMR Requirements 
Scheduling & Patient Flow 
Other Depts‟ Performance 
Poor Mngmnt/Leadership 

Lack of Aligned Values 
Dysfunctional Relationships 

Lack of Recognition 
----------------------------------- 
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And the Environment Can Also Add Different Rewards 

Meaning 
Can Help/Heal 
Practice/Improvement 
Autonomy/Control 
Affirmation/Appreciation 

Witness to Suffering 
Can't Fix Everything 

Monotony 
Ultimate Responsibility 

Blame 

 
 
 
Alignment to Values 
Teamwork & Trust 
Recognition 
---------------------------------- 

Always „On Call‟ 
Workload/Productivity 

EMR Requirements 
Scheduling & Patient Flow 
Other Depts‟ Performance 
Poor Mngmnt/Leadership 

Lack of Aligned Values 
Dysfunctional Relationships 

Lack of Recognition 
----------------------------------- 

Income 
Benefits 
Prestige 
Seniority/Privileges      
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Resilience as a Mechanism to Move Your Tipping Point 

Engagement Burnout 

Resilience 
Capacity to Cope 
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Key Insights and Opportunities 

Insights 

1. Inherent rewards and stresses are inextricably intertwined 

2. There is no relationship between external rewards and 
stresses 

3. If the first message to clinicians is that burnout is an 
individual‟s issue, the game is lost 

 

Opportunities 

1. Reduce external stresses 

2. Enhance inherent rewards 

3. Move the fulcrum through developing resiliency / 
“happiness” 



Key Data for Study of 640 MDs at Mayo Clinic 

Maslach 
• I feel burned out from my work 

• I have become more callous toward people since I took this job 

PG: 
Decompression 

• I can enjoy my personal time without focusing on work matters 

• I rarely lose sleep over work issues 

• I am able to free my mind from work when I am away from it 

• I am able to disconnect from work communications during my 
free time (emails/phone, etc.) 

PG:  

Activation 

• I care for all patients/clients equally even when it is difficult 

• I see every patient/client as an individual person with specific 
needs 

• The work I do makes a real difference 

• My work is meaningful 



1. MD Burnout lower in physicians with  

A. Greater “Activation” (“My work is meaningful”) 

B. Greater ability to “Decompress” (“I am able to free my mind 

..”) 

2. No relationship between patient experience and MD burnout 

3. Better patient experience in MDs with: 

A. More Activation 

B. Less ability to Decompress 

Key Findings from Mayo-Press Ganey Study 
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“The expectation that we can be immersed 

in suffering and loss daily and not be 

touched by it is as unrealistic as expecting 

to be able to walk through water without 

getting wet. This sort of denial is no small 

matter.” 
      -Naomi Rachel Remen 
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Is there really such a thing as  

Compassion Fatigue?????? 

Brittany Williams, MA and Charlotte Collins, PHD 
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What is Compassion Fatigue?  

Often associated with the “emotional exhaustion” and 

“depersonalization” components of burnout 
 

LOTS of definitions… 

– Indifference to charitable appeals on behalf of those who are 

suffering 

– Gradual lessening of compassion over time 

– Secondary traumatic stress (STS) 

– Acute stress developed by working with those who are suffering  

– Emotional and physical exhaustion that erodes all the things that 

keep us connected to people (empathy, hope, compassion) 

 



19 

Empathy and compassion 

Empathy… 

– The ability to understand and share the feelings of another 

– Resonating with someone’s emotions (positive or negative) 

 

Compassion 

– Sympathetic pity or concern for the sufferings or misfortunes of 

others 

– Feeling FOR a person which leads to motivation to care for that 

person 

• Altruistic motivation 
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A neuroscientific perspective 

Training in empathy and training in compassion resulted in 

different neural responses 

– Empathy led to activated increase in insula and anterior 

middle cingulate cortex AND self-reported negative affect 

– Compassion led to increase in medial orbitofrontal cortex and 

ventral striatum activity AND self-reported increase in positive 

affect 

 

Exposure to distress and suffering of others can lead to two 

different emotional reactions 

 
(Klimecki, Leiberg, Ricard, & Singer, 2014; Singer & Klimecki, 
2014) 



Response to Suffering 

Compassion 

Other related emotion 

Positive feelings (e.g., love) 

Good health 

Approach & prosocial motivation 

Empathic Distress 

Self-related emotion 

Negative feelings (e.g., stress) 

Poor health, burnout 

Withdrawal & non-social behavior 

(Singer & Klimecki, 2014) 
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Summary – Empathy and Compassion 

Defined AND experienced differently 

Empathy is feeling with someone 

– Become distress when you get stuck in feeling with the 

patient 

Compassion is feeling for someone and feeling 

motivation to help 

Empathy distress leads to burnout and other negative 

feelings 

 

So how do we increase compassion and reduce 

empathy distress? 
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Training in compassion 

Perspective taking with patients: 

– Taking yourself out of the equation 

– Turning judgment into curiosity 

 

Practicing self-compassion 
 

Alternative paths 

– Generosity 

– Forgiveness 

– Patience 

 (Kerzin, 2013; Singer & Bolz, 2013) 
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“Clinicians must also have the knowledge 

and effective communication skills to 

elicit and understand the patient’s 

situation and experiences, hopes, values 

and preferences, and collaborate with 

patients, families and other health 

professionals in order to act with 

informed compassion” 
(Lown, 2016) 

Training in compassion – Communication 

Skills 
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Why Communication Training? 

Personal 
Developme

nt 

Positive 
Performanc
e Measures 

Healthcare 
Team 

Support 

Career 
Satisfaction, 

Clinician 
Retention 

Improved 
Patient 

Outcomes 

(Levinson 2010; Bragard 2006; Wanzer 2009; Sengin 2003; Rave 2003) 
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 Training in Compassion - Discovering Meaning    

 Be interested in the “back story” of your patient 

 Know your patient “as a person”  

 Be curious about your patient 

 Find something you “like” in each patient  
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Managing personal stress 

• Mindfulness  

• Self-compassion 

• Self-care strategies 



28 

Mindfulness: What is it? 

“The awareness that emerges through paying 

attention on purpose, in the present moment, 

and nonjudgmentally to the unfolding of 

experience moment by moment” 
       

   - Jon Kabat Zinn 
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Practicing Mindfulness 

What Skills 

Observe 

Describe 

Participate 

How Skills 

Non-judgmentally 

One-mindfully 

Effectively 

Examples of mindfulness activities: 
 

• Body scan 
• Using your 5 senses  
• Leaves on a stream 

 
(Linehan, 1993) 
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Self-Compassion: What is it? 

“Instead of mercilessly judging and criticizing yourself 

for various inadequacies or shortcomings, self-

compassion means you are kind and understanding 

when confronted with personal failings – after all, who 

ever said you were supposed to be perfect?” 

               

 -Kristin Neff, PHD 
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Practicing Self-Compassion 

What do you do/tell others to do in order to be more 

compassionate?  

– Think about how you would treat a friend. 

– Offer yourself soothing words and encouragement on the job or 

during a stressful situation 

– Keep a self-compassion journal 

• How did you demonstrate self-kindness today? 

• In what ways were you mindful of your experience today? 

• How did you connect with the larger human experience today? 
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Managing personal stress 

Self-care strategies  

• Sleep, exercise, nutrition 

• Identify moments of meaning in your day 

• Track positive impact in your work  

• Protect and nurture your relationships 

• Communication skills training 

• Nurture religion and spirituality practices 

• Develop hobbies, take vacations, pursue non-work 

interests 

• Define and protect time for personal reflection at least 

once a month 
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The Happiness Advantage: 

Research Linking Happiness and Success 

 Superior Productivity 

 More Resilient 

 Less Burnout 

 Better at securing and keeping jobs 

 Less turnover 

 Faster and More Accurate Results 

33 
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The Happiness Advantage: 

Research Linking Happiness and Success 

 The external world can only predict 10% of your 

long term happiness. 

 

 IQ only predicts 25% of job success 

 

 75% of job success: 

 Optimism 

 Social Support 

 Ability to see stress as a challenge instead of a threat 

34 
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The Happiness Advantage 

Video link 

https://www.bing.com/videos/search?q=The+Happiness+Advantage+Shawn+Achor&view=detail&mid=3524ED0383863F940EBC3524ED0383863F940EBC&FORM=VIRE
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Creating Positive Change 

   3 Gratitudes  -  21 days (Emmens & McCullough, 2003) 

 

   Journaling – 1 positive experience per day   
(Slatcher & Pennebaker, 2006) 

 

   Exercise (Babyak et al., 2000) 

 

   Meditation (Dweck, 2007) 

 

   Random Acts of Kindness – 1 e-mail per day 
(Lyubomirsky, 2005) 

36 
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Happiness – Improve Health and 

Productivity 

Happy Brain 

Amit Sood, MD is a Professor of Medicine at Mayo 

Clinic College of Medicine, Rochester, Minnesota, 

and serving as Chair of Mayo Mind Body Initiative. 

https://www.bing.com/videos/search?q=the+mayo+clinic+guide+to+stress+free+living&&view=detail&mid=6AA61258DE7776410D796AA61258DE7776410D79&rvsmid=CFB8E36647831E92072FCFB8E36647831E92072F&FORM=VDQVAP
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Happy Brain:  How to Overcome Our Neural 

Predispositions to Suffering 

38 

Five 

 People 

Three 

Minutes 

Two 

Seconds 



39 

Thoughts and Possible Next Steps 

In the next week: 

What is one thing you could do that would increase your 

ability to show compassion to others? 

How might you increase self-compassion? 

On a broader scale:  

How might your team further foster an environment that 

supports compassionate care for each other and our 

patients? 

How might our system be a national leader in increasing 

the focus on compassion in health care? 
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Thank you 

 


