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"What Matters" Toolkit 

http://www.ihi.org/Engage/Initiatives/Age-Friendly-Health-Systems/Documents/IHI_Age_Friendly_What_Matters_to_Older_Adults_Toolkit.pdf


4 M’s 



http://www.ihi.org/Engage/Initiatives/Age-Friendly-Health-Systems/Pages/default.aspx

http://www.ihi.org/Engage/Initiatives/Age-Friendly-Health-Systems/Pages/default.aspx


Why What Matters Is Important



Why is What Matters Important?

• Our older adult population is increasing 

• Complexity increases with age as does 
the risk for medical errors

• “What Matters” conversations can 
improve health outcomes, focus care to 
only what is desired, and increase early 
interventions to maintain health  

https://www.raconteur.net/healthcare/ageing-population-healthier/

https://www.raconteur.net/healthcare/ageing-population-healthier/


Why is the What Matters Conversation 
Important? 

The What Matters conversation:

• Builds relationships

• Motivates toward health outcome goals

• Identifies care preferences 

• Provides patient centered care

• Develops ongoing communication 

• Supports team-based care

• Allows for integration across care settings 
https://www.coloradohealthinstitute.org/blog/one-third-

older-adults-colorado-have-no-plan-end-life-medical-care

https://www.coloradohealthinstitute.org/blog/one-third-older-adults-colorado-have-no-plan-end-life-medical-care


Training



Training for What Matters

• What is important during training?

• All members of the medical team should be present
• Members must be educated on the benefits of What Matters 

conversations
• Guidance on how to conduct such conversations is essential

• Active listening
• Motivational interviewing

• Members need training on the process for documentation
• Members should learn how to communicate outcomes with the 

rest of the team



Process



How Do You Start the What Matters 
Conversation?

• Introduce the topic in a patient visit and gain consent

• Consider questions such as: 
• What matters most to you in this chapter of your life?

• What are your health goals?

• What will be most important to you at the end of your life? 

• What is most important to you today?

• What brings you joy?

• What else would you like us to know about you?

• My personal thoughts on this conversation:
• I believe this should be an organic discussion

• I prefer to avoid too much structure and formality

• I introduce the concept of health goals on day one with my 
patients

http://www.picturequotes.com/life-is-so-much-

brighter-when-we-focus-on-what-truly-matters-

quote-549334

http://www.picturequotes.com/life-is-so-much-brighter-when-we-focus-on-what-truly-matters-quote-549334
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How to Align What Matters 
With the Care Plan

• Asking questions to assist the patient with his/her own ideas: 
• What is one thing we can focus on to help support you in being able to 

continue to xyz?

• How are you working/how would you like to work towards meeting your goal 
of xyz?

• Providing options and creating specific, attainable goals to assist 
the patient with the process

• Informing care team members and eliciting team involvement 

• Engaging with community members and resources



Important Considerations during What 
Matters Conversations

• Understanding abilities 

• Exploring cultural differences and preferences

• Having structure 

• Allowing flexibility

• Participating in advance care planning discussions

• Reconciling what is ideal with what is realistic

• Connecting goals with action plans 

• Allowing for consistent, accessible documentation https://rhythmsofplay.com/create-action-plan-accomplish-goals/

https://rhythmsofplay.com/create-action-plan-accomplish-goals/


The Importance of Ongoing Conversations 

• Ongoing conversations should reflect:

• A fluid process that evolves over time

• A continued investment in aligning care 
plans with patient preferences

• Thoughtful, reflective communication 
with friends and family 

• Updates in goals as health status 
changes

https://dailydodge.com/were-in-this-together/

https://dailydodge.com/were-in-this-together/


Closing Remarks

• “What Matters to you?” may seem like an obvious and basic 
question to ask.

• Yet, What Matters has traditionally been one of the least 
understood, studied, and pursued topics in the care of the older 
adult.

• Hopefully, we will all inspire our care teams to make What 
Matters a top priority.
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