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Dr. Bill Thomas is a US 

physician, specialising in 

geriatric medicine.  

He is the founder of the  

Eden Alternative and  

Green House Project,  

a writer and musician. 



‘What he saw gnawed at him.’ 

‘He didn’t want to go  

along with what he saw.’ 

‘Staff said he  

would get used  

to it,  

but he couldn’t.’ 

‘He went to management… 

with an idea that seemed in line  

with past improvements.’ 

‘Let’s try two dogs.’ 

‘The code doesn’t allow that.’ 

‘Let’s just put it down on paper.’ 

‘Thomas, however, seemed to have  

something in mind that was more  

extensive…’ 
‘Dr Thomas, I can’t picture doing this.’ 

You’ve got to prove to me that this is 

something that has merit.’ 

‘The staff saw nothing especially problematic 

 about the place.’. 

‘Culture is the sum total of shared habits 

 and expectations. 

Culture has tremendous inertia.’ 

‘The inhabitants of Chase Memorial Nursing Home now included one hundred 

parakeets, four dogs, two cats, plus a colony of rabbits and a flock of laying hens…’ 



‘Gradually people started to accept that filling Chase 

 with life was everyone’s task.  

 

And they did so not because of any rational set of 

arguments or compromises, but because the effect on 

residents soon became impossible to ignore:  

 

The residents began to wake up and come to life.’ 

Being Mortal by Atul Gawande 



1. Know our goal 
 

2. Partnership is a team sport 
 

3. Discover what may inspire people to 
change 
 

4. Bird by bird  
 (A patient urgency) 

Leading 
change 



Leading change is not easy.  

We need to know where we’re going and why.. 

    www.quoteinsta.com 



What’s your goal for  

consumer participation in health? Why? 



My goal and  
motivation 
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• Consumers 
 

• The rest of the team 
 
 
 

 

Partnership is 
a team sport 

www.highposition.com 



• Bring them in today 
 

• Respect their knowledge, skills and 
experience 
 

• Listen 
 

• Give them power 

Consumers as 
members of 
the team 



Listen 



Listen 



Listen:  
What do 
consumers  
want to 
change?  



• Do our consumers have power to make 
decisions? 
 

• If so, do their decisions lead to 
changes? 
 

• Are we afraid of what they might do? 

Give them 
power 
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Discover  
what may 
inspire others 
to change 



• Start by listening. Understand their 
issues. 
 

• Find common ground. 
 

• Give meaning and conviction to the 
change. 
 

• Roll with resistance  

• Don’t argue against it 

• Find solutions (what would help?) 
 

• Optimism, optimism, optimism 
 

 

Adapted from Helen Bevan, Rocking the boat and staying in it 

www.slideshare.net 

Inspiring 
change in 
others 
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A patient 
urgency 

• We need real consumer partnerships 

today 

• But change takes time 

• And patience 

• And culture change 

• And persistence 

• Maybe we need to take it patient by 

patient 



Changing the 
toilet roll 



Thank you 

 

 

Susan Biggar 
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