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Introduction

The return of compassion to healthcare

• The central issue: In healthcare, compassion in exile. Will it ever return?
• Compassion is the noblest of human instincts/ it is the 

heart of the healing arts
• Why is compassion in exile? history, literature, research
• The path for its return: Exemplars that inspire and teach
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Racing in the Wrong Direction

Medicine is advancing at awesome speed.

• Conquering new frontiers
• Medical milestones of last 50 years
• Success battling ancient enemies: sickness, pain and death

• Medicine is racing in the wrong direction
• Following a narrow bio-medical roadmap
• Guided by market principles
• Racing away from its compassionate mission
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“I swear to fulfill, to the best of my ability and
judgment, this covenant:

I will remember that I do not treat a 
fever, a cancerous growth, but a sick 
human being, whose illness may affect 
the person's family and economic 
stability. 

My responsibility includes these related 
problems, if I am to care adequately for 
the sick.”

This modern version of the Oath of Hippocrates was adopted 
by the World Medical Association in 1948

Hippocratic Oath

Hippocrates — 460-375 BC

Mutation of Medicine: Disenchantment and Alienation 

• A holistic healing art is giving way to a narrow biomedical 
mindset—Sees you as body parts, not as a person.

• A medical industrial complex has taken root

• High tech care has devalued the caring, 
healing  touch.

• Trust has turned into malpractice liability.

• Compassion is in exile.

• IOM warns: healthcare is a leading cause of injury and death. 

• The public is disenchanted; care-givers feel alienated
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The Puzzle: Who Is Accountable?

How did the healing profession become a danger to our health? 

Isn’t it presided over by…

• The best and the brightest

• The most educated

• The rigorously trained

• Those with access to the best equipment, information and support

• The well rewarded professionals—an envy of many?
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This Presentation

We do not present a summary of our book, nor follow  its narrative flow.  

Four major themes that may provoke you to think differently about 
compassion, culture change, and person centered care
1. In search of the person in person-centered care. The five primal 

yearnings embedded in every human heart.
2. The retreat of compassion and healthcare’s obligation to honor 

our human rights
3. A healing culture of mutual care and compassion requires a 

compassionate leader
4. Compassion is not inconsistent with self-interest; promoting a genuine 

compassionate way of life in a NH is good business
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A Systems Failure 

Healthcare has lost its soul not because of incompetence or lack of 
commitment of individuals

The decline of healthcare clearly illustrates  
• A bad system defeats good people
• Short-sighted policies yield unwanted results
• Devotion to a attractive but narrow biomedical model dehumanizes 

the person 
• Unbridled specialization hinders communication, sharing and collaboration
• Market model in healthcare drives compassion into exile
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The Ultimate Measure of Success

• Is there a universal standard by which to judge healthcare’s 
performance?

• Is there a universal benchmark that shows how close a nursing 
home is to the goal of excellence?

• The book presents an ultimate, universal, unfailing measure of 
healthcare success
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Part 1: 
Who is the Person in 
Person-Centered Care?
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The Human Person: The Measure of All Things

“In all things, 
Remember your Humanity”

— Russell, Einstein Manifesto 

Nothing in life has any value, unless it adds to your humanity
Anything that diminishes your humanity, dehumanizes you
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Evolution of the Human Species and 
the Makings of the Human Person
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“The Journey to Attain our Humanity Began a Long 
Time Ago in a Galaxy Far, Far Away.”

“The nitrogen in our DNA, 
the calcium in our teeth, 
the iron in our blood, 
the carbon in our apple pies
were made in the interiors 
of collapsing stars. 
We are made of star stuff.”

― Carl Sagan
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We carry inside us the legacy of a long historyWe Carry Inside Us the Legacy of a Long History
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Life first appears on earth 
3 billion yrs ago

Mammals 60 
million yrs. ago Ms Eve Hominid

200,000 yrs ago

Birth of Mother Earth 
4 billion yrs ago

Ascent of 
humans

Each One of Us Today is a Summary of our YesterdaysEach One of Us Today is a Summary of our Yesterdays
Our inheritance at birth 

• Our forebears used both noble 
and crass ways to adapt/survive

• Adaptation changed their body, 
brain, behavior and values

• This long journey thru ages is 
etched in our genes

• That is the blue-print on which we 
were built

• Each one of us carries in us the 
propensities of our ancestors
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Not All Changes Are Worth Celebrating
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Human Person:  
A Creationist View

Man is a creature  
made at  the end the 
week's work when God  
was tired. 

— Mark Twain
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We have propensities 
• To be selfish or altruistic
• To be kind or cruel 
• To be a saint or sinner

At birth, we are a jumble of possibilities,
ambiguities, contradictions, 
inconsistencies and incongruities 

At Birth: We Face Many Possibilities
In Life: We Attain One Identity
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Three forces interacted to form your identity

The goals 
you pursue, 
the choices
you make

Your 
genetic drives

Your social 
world, 

resources, 
opportunity

Three Forces Interacted to Form Your Identity
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What Makes you a Human, Priceless Person?

What makes us special and human?

What Makes you a Human, Priceless Person?

• For 99% of history many animals and we had the same parents
• Today, 98% of our genes exactly match the genes of a gorilla, 

chimpanzee or bonobo monkeys. 
• We share with them many of the same passions, instincts and urges 
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5 Primal Yearnings Set Our Goals, Define Us as Persons

To Be

To be your 
own self, to be 
respected, to be 
free, to be in 
control, to be 
fully informed 
and to have 
choices
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To be alive, to 
be healthy to 
be safe, to have 
access to care, 
to die a 
dignified death

Life is precious 
given the odds 
of life

To self actualize, 
to be all you 
can be, to use 
your talent

To have a 
purpose in life, 
to find joy 
in good things 
and meaning 
in suffering

To connect,  to 
relate, to bond, 
to have family, 
to feel secure 
and be wanted, 
to love and be 
loved, to be 
with people, 
children, animals 
and nature

To rise above 
selfishness, to 
reach out and 
help others, to 
serve and to be 
compassionate

To 
Become

To 
Belong

To Be 
Your Best

To Reach 
Beyond
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After a long Struggle: 
5 Human Rights Are Universally Accepted After a Long Struggle:

5 Human Rights Are Universally Accepted 

• These truths are self-evident, yet were recognized only after 
hard struggles

• They are the core axioms of Humanism
• They are at the heart of the USA Declaration of Independence
• 193 nations in the UN agree “Declaration of the Universal 

Human Rights”
• All major religions preach them as belonging to all children of God
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“Remember your Humanity; Forget Everything Else”

“Not everything that counts 
can be counted, and 
not everything that can be 
counted counts.”
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As Persons, We are All Equal 
In Real life, Society Curbs or Denies Us Our Rights

In every walk of life, 

1. It is self-evident as humans we are 
endowed with intrinsic rights

2. However, society does not let us fully 
exercise our rights

3. Each of us lives an unfulfilled life; we 
suffer pain, frustration and anxiety in 
silence
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Who is a patient in a Nursing Home? 

Patient = a person suffering
Healer = one who makes the patient whole again

1. The patient is a patient 
Has a chronic condition

2. The family is a patient 
Needs emotional healing

3. The doctor is a patient 
Shaken by a new malpractice suit

4. The nurse is a patient 
She hears her sick baby crying for the mother

5. The manager is a patient 
Worried about the shortfall in revenue 

Who is a Patient in a Nursing Home? 

10 April 2017 28
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Everyone is a Patient, Everyone is a Healer

• Our private troubles follow us everywhere 
we go, even to work

• They disturb our work, fellow workers 
and the care-recipients

• A caring work setting, is a healing place--
friends share each others’ burden 
and aches 

• A healing climate has a family feeling; 
docs, RNs, CNAs, residents, families 
know, care for and heal each other

• We are all patients called to be healers
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Conclusion: Part 1.  

• Our humanity gives us an inalienable right to seek 5 satisfactions: 
To Be, To Become, To Belong, To Be our Best, To reach Beyond

• The patient centered focus
• Is too narrow
• It ignores other patients in need of healing 
• One person’s troubles compromises recovery and wellness of all

• Person-centered care is holistic
• It is expansive 
• It is compassionate 
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Part 2: 
Compassion in Healthcare
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Compassion: The Most Sublime of Human Drives

Compassion: Meaning
• Compassion = suffering with the other
• You co-suffer with the other
• A joy shared is joy doubled, a pain shared is pain halved

Compassion: In action
• You connect with the other
• You enter the inner sanctum of the other
• You view the world from the other’s eyes
• You share the experience, aches and pains of the other

Compassion: its finest expression
• You give  knowing that the receiver can give nothing in return

10 April 2017 32
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"I slept and dreamt 

that life was joy. 

I awoke and saw 

that life was service. 

I served and behold,

service was joy." 

— Rabindranath Tagore
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Compassion  in HealthcareCompassion  in Healthcare

• We yearn to connect, to relate and to belong 

• Illness intensifies the need for human connection
• especially in a cold, sterile, strange healthcare setting.

• The patient/resident feels anxious, helpless and abandoned

• The caregiver is a godsend
• Her presence reassures
• Her touch soothes  
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There is no human relationship more 
intimate than that of care-giver 

and the care-receiver
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Top Drivers for Recommendation to Others

Independent Living Resident Assisted Living Resident 

Home-Like Atmosphere .61 Responsiveness of Management .61

Responsiveness of Management .59 Choices/Preferences .60

Commitment to Independence .58 Comparison of Charges .59

Care (Concern) of Staff .57 Competency of Staff .59

Responsiveness of Staff .56 Care (Concern) of Staff .58

Nursing Home Resident Short Stay Residents

Care (concern) of Staff .63 Care (Concern) of Staff .77

Competency of Staff .63 Competency of Staff .77

Responsiveness of Management .61 Choices/Preferences .74

Choices/Preferences .59 Responsiveness of Management .72

RV/LVN/LPN Care .58 Quality of Medical Care .72

10 April 2017 36
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Science of Goodness

• Immunity
• Recovery
• Healing
• Prolong life
• Relieve pain
• Blood pressure
• Sleep
• Relaxation

Health benefits

A biomedical bias blinds healthcare to the workings of the mind 
and the spirit. It shuts out the ageless wisdom of “CAMs” 

Science of Goodness

• Friendship
• Marriage
• Gratitude
• Laughter
• Forgiveness
• Prayer
• Service
• Love of nature

Humane activity
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Science of Compassion
Research Findings
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Compassion: Its Profound Impact on Health

It benefits 
the Receiver 

• Nourishes the bond 
with receiver

• Evokes gratitude
• Encourages compassion 

towards others

It edifies 
the Observer

• The Mother Theresa 
Effect (Harvard study)

• Motivates and inspires 
you to be compassionate

It enhances 
the humanity 
of the Giver

• Fires up brain areas that 
are activated by pleasure

• Delivers a “helper’s high”

10 April 2017 40

All three parties feel morally uplifted, reap healt h benefits
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Touch: 
The first language of Compassion

Touch: The First Language of Compassion

• Skin is our largest organ
• Hand: Complex bundles of nerves, blood vessels 

and muscles
• An incredible network of communication channels 

to the brain
• Conveys and receives intricate and varied messages
• A highly effective tool for healing, compassion,  

comfort an joy
• Touch conveys compassion, love and gratitude
• Invites bonding, promotes healing
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Touch: Research Findings

• Baby rats, licked and groomed by mother, grow up 
as calmer, less stressed adults with stronger 
immunities

• Massage reduces pain in pregnant women, 
alleviates prenatal depression

• Pre-term human newborns given 15 minutes 
massage, gained 47% more weight in 5 days than 
those receiving standard treatment

• Non-human primates spend 20% of the day 
grooming each other

• Daughters release more oxytocin when talking 
to mother on phone than when texting her
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Hidden Power of Touch Scientific FindingsHidden Power of Touch Scientific Findings

Touch

• Builds relationships, trust, cooperation, reciprocity, generosity
• Effective in reaching challenging children
• A teacher’s friendly pat makes students participate 3 times more.
• A librarian’s pat on the hand of customers (checking out a book) makes 

them return to the library more
• A waiter’s friendly touch in a restaurant earns a higher tip
• NBA teams whose players touch each other more win 

more games.

10 April 2017 43

Hidden Power of Touch in ActionHidden Power of Touch in Action
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The Science of Touch: International Research

Study of friends conversing in a café  

How many times do friends touch each 
other in 1 hour? 
• In England 0 times
• In the  U.S. 2 times
• In France 110 times
• In Puerto Rico 180 times

10 April 2017 45

Three Levels of Compassion

1. Compassion drives individuals to heroic deeds
• Random acts of kindness
• Compassion in Hitler’s prisoners in death camps
• Evident in healthcare from CNAs to DONs

2. Compassion motivates a community to pitch in, in times 
of collective disasters
• Floods, 9/11, Gander, Newfoundland
• Disaster preparedness Has occurred in many Nursing Homes

10 April 2017 46

Three Levels of Compassion

3. Compassion becomes an “Other”-Directed culture
• All show respect, courtesy and trust 
• A sense of community prevails; each one to look out for the other

• Mother Theresa established a community with a culture of 
compassion; religious groups has chalked up a distinguished history. 

• This is the ideal healthcare we seek
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Part 3: 
A Culture of Compassion 
& Leadership
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The Challenge of Creating a Culture of Caring

• Reintroducing kindness and compassion is a monumental, 
complex task. 

• It asks you to:
• (Re)configure your organization’s mission
• (Re)commit your NH to humane values
• Synchronize  policies, budgets, procedures, and systems with 

the new compassionate mission and values
• Align behaviors, attitudes, and habits with your mission
• Transform human links into relationships
• Turn workers into caregivers
• Create a community crossing all levels and ranks
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RESIDENT, 
FAMILY

Complex Human Connections 

10 April 2017 50

Mission 
and Values

Policies

Budget allocations

Processes, 
Managing Style

Residents

Staff

Families

Managers

Care-
givers

Others

Relationships
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Managers’ Task: To Transform Human Connections
into Caring Relationships
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A leader is
one who
knows the way,
goes the way,
and shows the way

—John C. Maxwell

A Big Task calls  for a Great Leader

10 April 2017 53

A leader takes people 

where they want to go. 

A great leader takes people where they don't 

necessarily want to go, but ought to be.”

— Rosalyn Carter
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Leadership is the art of getting 

someone else to do something 

you want done because he 

wants to do it.

— Dwight Eisenhower
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Leaders Who Build a Culture of Compassion

• The best successful LTC leaders may not be the best educated 
or have the most resources

• The best LTC leaders

• Are genuinely committed to the goal they seek
• They pursue that goal with passion
• They persist even when they stumble
• Above all:  they are compassionate of heart
• Sensitive to the yearnings of caregivers
• Gentle in imparting their vision to others.
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What Matters Most in Nursing Homes

Source: Skilled Nursing Employee Satisfaction Surveys collected in 2015

What Matters Most in Nursing Homes

Nation’s employees say:

1. Care (Concern) of Management
2. Attentiveness of Management
3. Assistance with Job Stress
4. Safety of Workplace
5. Fairness of Evaluations
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Indicators of Quality Workplace

1. Pay compared to other nursing homes

2. Safety of workplace

3. Adequate equipment and supplies to do your job

4. Work allows you to make a difference in people's lives

5. Co-workers work together as a team

6. Fair performance evaluations

7. Respect shown for resident by staff

8. Help you get to deal with job stress and burnout

9. Staff communication between shifts

10 April 2017 58
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Quality Workplace Creates Quality of Life for Resident
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Workplace

Quality of Life

The Road Map to the Compassionate Ideal 
The Road Map to the Compassionate Ideal 

Goal: To establish a person-centered healing culture
Process: Humanize care setting, systems and structures
Road map: the wellbeing of every person affirming the right of every person…

To Be To 
Become

To 
Belong

To Be 
Your Best

To Reach 
Beyond

10 April 2017 60
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5 Primal Yearnings Set Our Goals, Define Us as Persons

To Be

To be your 
own self, to be 
respected, to 
be free, to be in 
control, to be 
fully informed 
and to have 
choices

10 April 2017 61

To be alive, to 
be healthy to 
be safe, to have 
access to care, 
to die a 
dignified death

Life is precious 
given the odds 
of life

To self actualize, 
to be all you 
can be, to use 
your talent

To have a 
purpose in life, 
to find joy 
in good things 
and meaning 
in suffering

To connect,  to 
relate, to bond, 
to have family, 
to feel secure 
and be wanted, 
to love and be 
loved, to be 
with people, 
children, animals 
and nature

To rise above 
selfishness, to 
reach out and 
help others, to 
serve and to be 
compassionate

To 
Become

To 
Belong

To Be 
Your Best

To Reach 
Beyond
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To Be

To be your 
own self, to be 
respected, to 
be free, to be in 
control, to be 
fully informed 
and to have 
choices
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To be alive, to 
be healthy to 
be safe, to have 
access to care, 
to die a 
dignified death

Life is precious 
given the odds 
of life

To self actualize, 
to be all you 
can be, to use 
your talent

To have a 
purpose in life, 
to find joy 
in good things 
and meaning 
in suffering

To connect,  to 
relate, to bond, 
to have family, 
to feel secure 
and be wanted, 
to love and be 
loved, to be 
with people, 
children, animals 
and nature

To rise above 
selfishness, to 
reach out and 
help others, to 
serve and to be 
compassionate

To 
Become

To 
Belong

To Be 
Your Best

To Reach 
Beyond

NHs: Dehumanizing WorkplaceNHs: Dehumanizing Workplace

• 1 million CNAs in 15,000 nursing homes
• 60.2% suffer workplace injury a year 
• 8% of these are injured more than once. 
• injured CNAs averaged 4.5 injuries per CAN.

• Workers in nursing homes are injured more than workers in any 
occupational setting--up from third place five years, behind construction 
workers and truck drivers (Bureau of Labor Statistics).  

• Residents, their families and visitors routinely attack CNAs and 
other caregivers. 

• In a 3-month period, half of the caregivers are attacked at least once; 
a quarter are attacked repeatedly.
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To Be

• Safety
• Getting to work
• Being at work – abuse

• Knowing their personal lives
• Living on the Edge

• Abusive relationships

10 April 2017 64
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5 Primal Yearnings Set Our Goals, Define Us as Persons

To Be

To be your 
own self, to be 
respected, to 
be free, to be in 
control, to be 
fully informed 
and to have 
choices
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To be alive, to 
be healthy to 
be safe, to have 
access to care, 
to die a 
dignified death

Life is precious 
given the odds 
of life

To self actualize, 
to be all you 
can be, to use 
your talent

To have a 
purpose in life, 
to find joy 
in good things 
and meaning 
in suffering

To connect,  to 
relate, to bond, 
to have family, 
to feel secure 
and be wanted, 
to love and be 
loved, to be 
with people, 
children, animals 
and nature

To rise above 
selfishness, to 
reach out and 
help others, to 
serve and to be 
compassionate

To 
Become

To 
Belong

To Be 
Your Best

To Reach 
Beyond

To Become

• CNA Council
• Lobbying

• Learn new things
• Empowering them

• Involve in recruiting , hiring, mentoring

• To have some control over their 
schedule
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To be alive, to 
be healthy to 
be safe, to have 
access to care, 
to die a 
dignified death

Life is precious 
given the odds 
of life

To self actualize, 
to be all you 
can be, to use 
your talent

To have a 
purpose in life, 
to find joy 
in good things 
and meaning 
in suffering

To connect,  to 
relate, to bond, 
to have family, 
to feel secure 
and be wanted, 
to love and be 
loved, to be 
with people, 
children, animals 
and nature

To rise above 
selfishness, to 
reach out and 
help others, to 
serve and to be 
compassionate

To 
Become

To 
Belong

To Be 
Your Best

To Reach 
Beyond

To Belong

• Helping to get to work
• Car pooling to save money

• Encouraging friendships and 
relationships

• CNA’s who’ve had their weddings at the 
nursing home

• Introducing them to residents during 
orientation

• Involved in care plans and PIP projects
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5 Primal Yearnings Set Our Goals, Define Us as Persons

To Be

To be your 
own self, to be 
respected, to 
be free, to be in 
control, to be 
fully informed 
and to have 
choices
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To be alive, to 
be healthy to 
be safe, to have 
access to care, 
to die a 
dignified death

Life is precious 
given the odds 
of life

To self actualize, 
to be all you 
can be, to use 
your talent

To have a 
purpose in life, 
to find joy 
in good things 
and meaning 
in suffering

To connect,  to 
relate, to bond, 
to have family, 
to feel secure 
and be wanted, 
to love and be 
loved, to be 
with people, 
children, animals 
and nature

To rise above 
selfishness, to 
reach out and 
help others, to 
serve and to be 
compassionate

To 
Become

To 
Belong

To Be 
Your Best

To Reach 
Beyond

To Be Your Best

• Speaking at conventions
• Teaching during orientation
• Conducting activities for residents
• GED preparation
• Learning how to set personal goals
• ESL as needed
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To be alive, to 
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be safe, to have 
access to care, 
to die a 
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Life is precious 
given the odds 
of life

To self actualize, 
to be all you 
can be, to use 
your talent

To have a 
purpose in life, 
to find joy 
in good things 
and meaning 
in suffering

To connect,  to 
relate, to bond, 
to have family, 
to feel secure 
and be wanted, 
to love and be 
loved, to be 
with people, 
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To rise above 
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help others, to 
serve and to be 
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To 
Become

To 
Belong

To Be 
Your Best

To Reach 
Beyond

To Go Beyond

• Making soap for the homeless
• Sending postcards from vacation
• Bring children over for holidays
• Working with people with 

memory issues
• Dealing with death

• Nina’s last dance

10 April 2017 72



4/10/2017

19

5 Primal Yearnings Set Our Goals, Define Us as Persons
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To be alive, to 
be healthy to 
be safe, to have 
access to care, 
to die a 
dignified death

Life is precious 
given the odds 
of life

To self actualize, 
to be all you 
can be, to use 
your talent

To have a 
purpose in life, 
to find joy 
in good things 
and meaning 
in suffering

To connect,  to 
relate, to bond, 
to have family, 
to feel secure 
and be wanted, 
to love and be 
loved, to be 
with people, 
children, animals 
and nature

To rise above 
selfishness, to 
reach out and 
help others, to 
serve and to be 
compassionate

To 
Become

To 
Belong

To Be 
Your Best

To Reach 
Beyond

Compassion is 
Good Business
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Is Compassion Good Business?

• Paradox of life
• Giving you receive, grasping you lose
• In the US, fiscal viability is a paramount consideration. 

o 68 percent of nursing homes and 18 percent of 
hospitals are for-profit 

o Pursuit of excellence and a person-centered culture 
make no sense if it does not make fiscal sense. 

• Abundant research: A humanitarian path to excellence 
Is good business.

• They turn workers into devoted care-givers
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Compassion in action is very good business
Compassion in Action is Very Good Business

Nursing homes whose residents, families, employees report high 
satisfaction enjoy a cascade of benefits. 

• They recommend their nursing home with greater zest
• These nursing homes enjoy higher census, with more private 

payers and Medicare beneficiaries
• Their better performance on better state inspection surveys lower 

insurance costs 
• They  attract volunteers and donations
• Families pay bills on time
• In sum, per bed revenue correlates with measures of quality 
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Compassion in action is very good businessCompassion in Action is Very Good Business

Research findings:

• A humane pursuit of excellence is good business. 

• Companies that value their workers, make them co-owners reap 
• Higher profits, greater ROI and better stock  results 
• In health-care and outside health-care. 
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• Our humanity rests on five needs and inalienable right 
Compassion is the crown jewel of our humanity

• Every person is a work in progress everyone yearns for 
compassion, fulfilment and healing

• The mission of a NH is to create a culture of respect and 
caring  especially solicitous of its care-givers

Remember your Humanity  
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Healthcare leaders bear the primary responsibility to humanize 
the NH environment 
• that comforts and heals all professionals and  practitioners
• that turns workers into compassionate care-givers and caring 

healers 

Pursuit of excellence and bringing compassion back to healthcare 
is good business

/

Recommended  ResourcesRecommended  Resources

• Two sources are a mine of information on Compassion with references to 
renowned authors, researchers and studies useful for academic research 
and self-interest.

1. Dacher Keltner Ph.D.
- Department of psychology, University of California, Berkeley, CA, is  

founding director of the Greater Good Science Center 
- http://greatergood.berkeley.edu/author/Dacher_Keltner/

• 2. James Doty, MD, Department of Neurosurgery, Stanford University, CA, 
irecto of Center for Compassion and Altruism Research and Education 
http://ccare.stanford.edu/ccare/
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Corporate Headquarters
1245 Q St. Lincoln, NE 68508
800.388.4264
Local: 402.475.2525

THE 

END


